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RITAC
Illinoi" Teleconununications Access Corporation

30Ul MUlltvnl(~ Drive • Suite D • SpringfieM, IlIinoill 62704
V/TTY 800-841·6]67 • V/TTY 217-698-4170

FAX: 217·698·0942

June 26, 2003

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12th Street, SW, Room TW-A325
Washington, DC 20554

----_ ExhibitS
Complaint Log 2002

Subject:

Dear Ms. Dortch:

Illinois TRS
Complaint Log Summaries from 6/1/2002 thru 5/3112003
Sprint Relay Provider

Enclosed for filing with the FCC is the following originals plus four
copies of:

• Attachment L Complaint Tracking for Illinois (complaint log),
including the number of complaints received, nature of the
complaint, date of resolution and explanation of resolution.

• Attachment 2. Summary Log of Complaint Tracking for TIlinois
• Attachment 3. Annual Tally Report for Illinois
• 3.5 diskette of Complaint Tracking for ll1inois in "read only".

An electronic copy ofthe above report was also sent to Erica Myers at
emyersllilfcc.gov.

Contacts for Illinois Relay are:

Bill Stricklen, Sprint Account Manager
2055 West lies. #7, Springfield, IL 62705
Phone: 2 \7.698.5520 TTY



Ms. Marlene Dortch
FCC - TRS Complaint Log Filing
Page 2 of2

Trudy Snell, Executive Director
Patty Kress, Administrative Manager
Illinois Teleconununications Access Corporation
3001 Montvale Drive, Suite D, Springfield, IL 62704
Phone: 800.841.6167 Vmy

Sincerely,

<·~a~if·J.d-j
Patty Kress
Administrative Manager

Enclosures

cc: Erica Myers, FCC, Consumer and Governmental Affairs Bureau
445 12th Street, SW, Room 6-A432, Washington, DC 20554



AttLlchment 1.

Tradting Date of Cat # NBture of Complaint
Julv 2002

Oat~ of Explanation of Resolution

# Compl. Compl. Resolution

Asked if CA had read BII the customsr ooles.
I apologized for the inconvenience

CA typed. (one moment please) looked over 1he
and found anOlher CA to lake lhe

noles and typed bad< that the CA had now read
call. The previous CA did admit to the

all lhe notes. CA typed "not read" instead of
typo and lried /0 type back to the

07102102 3
"now read". VCO was mad calling CA rude and

veo that the notes were indeed

even with clarification stating that the notes
07102102 read. Conlrary to the veo staling

were read wanted another CA to place the caU. that the CA Just wented the number

VCO did not want II1Ill CA who 'retused to reed
to call-there was no indication or

the customer noles" and then, "ji=usl wanted
type send to the VCO for this info. Ca

the number to call". CA typed (please repeat).
fell that one type caused ill feeDngs

2006

even after an attempted clarification.

2006 07102/02 17

Customer comments: I just tried to place a relay
cal and CA dialed the wrong nUmber and
reached a recording Ihat this number is no
longer in seNice. r told her she ha.d dialed the
wrong number and asked to speak to a

CA 1823 was not scheduled to won<

supervisor. t spoke to Michelle the ....istant
today. However IBm familiar with

supelVisor and she refused to believe that the
situation surrounding this particular

CA dialed the wrong number. a few minutes
call. It wes CA 1825 who tool< this

07103102 21
later I placed the eel/again using a different

07/03102
call CA requested supervisor

operator and the call wenl through just fine
assistance and assistant supervisor

proving that the nrst operalor did dia/lhe wrong
Michelle was there. They verify the

number. Michelle refused to admit that the
calling to number wi the VCO and

agent had dialed in error.· CRS responsa: I
they both heard a resPQnae of "yes"

thanked Ihe customer for calling to let us know
before dieting out Proper procedure

and apologized that she was not able 10 reach followed.

the number dialed Ihe firsllime. I laid her Ihe
report would be documented and sent to the cal
center. She does nol require a conlact.

3137G

CA does nat remember specific call

Caller said fist CA responded to her 10 then
but does remember on some

caller gave phone number to ca~ and agent did
occasions Utat the computer dials out

nol respond. Caller Iyped are you there then
stow and Ihe caller di6COfV1ects

07104/02 21 hung up. CS response - Apologized to tile caller 07111102
before the ringing actually starts

for the problem and let her know thai a
Other limes caller hongs up while

complaint would be sent Caller did nol ani 10
computer is in ASCIJ search. CA is

receive a call back from mgmt
not one to disregard or disconnect a
caller before supervisor is summoned

3142G
over.



Customer comments: .. 1asked the CA if she
reviewed my instrudions in my noles, 1asked
her twioo and the second time she finally
answered me and said "yes", So then J asked
her to repeat the number I had given her to dial,
but she did not repeat it back to me. She dialed
out the wmng number SO I hung up. I dkl not Ca coached an responding to

07108102 3 ask to s~ak to a supeNisar but just hung up as 07/08/02 customers questions and
Bill Stricklin had advise me to do when agent instructions.
reaches the wrong number" CRS response: I
thanked the customer for letting us know and
apologized for the inconvenience, Told her I
would document the concern and send it to the
carl cenler. Customer does not require a call
bacK

3153G

Customer states that he trted to make a
complaint regarding another agent tot he
supervisor Tloy but Troy did not understand him
and _nt acted completely inappropriate,
Wants center to train all sups and agents
working with s2s better. Customer suggests that Emailed customer that agents cannot
we also give alias names to s2s tor them to use provide the names due to policy.

07/o9102 20
as most s2s customers can not write and it wold

06115102
Numbers are designed to pinpoint

be easier to remember a name instead of a which center 1agents, If he had any
number when the customer' wants to make a further question I let him know he
commendation or a complaint. Thanked could contact an acet mgr.
customer for feedback and suggeationa.
Informed customer that his suggestions would
be forwarded. Customer wants to be emailed
back regarding his suggestion of giving aHas
names to 525 agents.

4750

He reQched a TTY answering mach. The CA
started typing his message and he was upso1
because he wanted to erase the mtiSage and
start over. The: CA. told him that was not
possible. He said he was unaware of the fad
that he reached an answolrlng mach and "I know
how Ihings work over there it isn' sent until your

07109/02 17
done", He also wanted the message he k!ft read

07109102 CA followed procedure.
back to him the CA told him that info was no
longer available and lie felt like the CA was
being rude. 'apologized and told him that
unfortunately once the message. has been left
there is no way for us to go hack and erase it
and thai once the cali ends the CA no longer
has the info to repeat back. I apologized' and
told him t would write up a complaint.

2014



-
VCO upset with a relay operator who was livery
stupid-disgusting" SElid the operator called at
10m today. Called her and .aid (vulgarity and
was going to "fix you," Did not get operator #.

No agent' was given as well as no
07/10102 17 Apologized for her trouble but thanked the VCO 07110102 customer name.

for bringing this to my attention. Told her we do
need operator # but would still fwd her
complaint on to appropriate supervisor. No
follow up needed.

2016

Agent dialed the wrong number. Caller was
upset because she gets biUed ror every cat! she

Ca did not diel wrong number. CA is
07110102 3

makes regard"ss illocal or LO. I apologized to
08122/02 excellent agent. Supervisor satisfied

the c;.aller for the agent error and ~t her know
that CA was correct.

that a complaint would be flied. Caller did not

31590
request a follow up call from mgmt.

veo caUer was very agitated because agent did Agent was asked did you read allthe
not automaUcally rediai. Agent lollowed correct customer notes, Agent said yes

07/10/02 21
lJfQC8dure. She did not have veo say to

07121102
Dialed II. Line was busy. Agent typed

continue redialing. I apoll)Qized for the line was busy GA No notes indicated
inconvenience_ VCO asked for different agent I to redial nor did the customer ask

6938
got different agent. agent to radial. Not agent error,

I assisted agent with this call. Agent
explained he was not receiving a
response from the caller. I prompted
him to ask for the II calling and there
was no response two times. After 3

Caller saki she asked agent if he had read her minutes I instructed agent to release
notes. Agent did no respond. She waited from the call due to no response. After he
6:36p to 6:3Bp and then hung up. She said she released it he explained that the
had been told the agent shouJd answer within 2 caler asked him to read the notes.

07/11102 0 minutes. CaUer felt the agent should respond to 07112102 He attempted to respond by voicing
let her know what i$ going on. I apologized to to the customer. CwJtomer did not
the caHer for the problem. She requested a call hear, nor did she respond when I
back from the aeet manager on why this is instructed agent on proper VCO
happening. procedure. He is new and may

require some supplement training on
veo procedures. Attempted 10
contact customer 7116 -no answer,
7/17 - no answer, 1/22 ~ no answer.
Closed. B~I Stricklen

3163G



I asked the agent 10 dial directory assistance.
After he dialed I asked h'm did you dial 630
area axle number? The agent would not
answer me yes or no but said the CA is not
involved with the call. I asked I1im again and
told him you must answer me yes or no CA was coached and lold that it is

because NJ is not 630 and you dia~ 8 wrong acceptable to tell the customer what
07/11102 17 number. Customer states that she wanted NJ 07117:02 number was dialed or '0 repeat tl1e

directory assistance. RCS; Rep explained to the number given by the customer back
customer that the agent would alway's dial to them before dialing out.
directory assistance for the ioeal area unless
told to do otherwise. Rep asked if the customer
had let tile agent know that she was wanting the
directory assistance to NJ? The customer I1ung
up on the CRS rep.

3164F

Customer wanted CA to receNe a complaint
Indicated she hung up on me. I apologized for
the inconvenience and asked her when this
occurred. She told me "you're not listening to

Followed up with this CA. CA
me. CA just disconnected me. I apologized

assured me that she did not07/12102 5 again infotmed I'd wme up a mmplaint. SI1e 07/12/02
disconnect the call. ACU wa. there

thanked me and disconnected. CA screen
and coukj confinn that she did not.

Indicated no hang up. CA indicated had not
hung up on her. Jnitial., gJY8n to CA was
incorrect for dial out screen showed caU went
according to protocol.

2025

The VCO users noles said 'VCO customer "no
background· ·Oon't send 'voice now' macro only
GA" The CA mistook this 10 mean jUs! type GA.
The IICO """r asked the CA If she read the CA was coached regarding proper

07/13102 3
cu.tomer notes. The CA typed GA in response

07130102
responses towards customer's

to tho \lCO users questions hie thai is what she questions., Customer contacted and
thought the notes werel$lling her to do. is satisfied with resolution.
HOWBvef the \lCO user took this to meln the
ca was ignoring her question. She would ike to
be contacted bock about lhis.

5313

5313 07113102 4

Ca recalls this call. Co understood

VCO customer said CA could not understand
veo clearly and upon receiving the

the VCO ~r and had 10 keep asking what he
calling to # Ca reached a recording

veo user said. Alao said when call was finally
message which was relayed
verbatim. IICO lhen instructed the Ca

07115/02 21 dialed. TIle CA did a bad job of relaying 07115102 to dial the number given to which an
answering mad'! recording. The VCO user is a answering mach was. reached. CA
little hard to understand btJl not bad. I thanked fell thet this may be a problem so I
the customer for the feedback. came on and assisted CA wI tl1is call.

CA fol_ proper procedure.

5314

VCO customer told agent to ask for" " .. Told agent when they ask for

07119102 3
Agent cut the whole recording - let it disconned

07119102
someone you do not need to type out

and told customer recording GA Apologized to recording just keep customer
6017X the customer. informed.



According to CA VCO has provided
the number and said repeat then
provided the number again and said

veo was upset that CA did not repeat" to dial repeat, GA CA thought the VCO was
after VCO asked her to. I apologized for the repeating the numbar again and

0712'210. 3
inconvenience and told VCO this would be

07124/02
placed the call. In hindsIght CA

discussed with CA and supervisor. veo realized that the VCO was also
requested call bad!. VCO was satisfied and asking CA to repeat the number even
disconnected. though there was no indication that

the request was made directly to the
CA. CA was coached to repeat
regardless.

2047

Sprint Tech rather than the
supervisor spoke with the daughter of
the customer. HE suggested that
they change a few things with their

Daughter of customer called in to complain that TTY. One change the batteries. We
is a TTY user and constantly get garbling on have seen bad battenes causing
line when trying to get 8 call processed through galbling ......n though the unll was

07122/02 26
relay. Almost every call. Problem has been plugged into the wall. Second, try a
going on for aWhile. Supervisor apologized for different jack in the house. she said
the problem and said he would have tech check she atways uses the same jack. She
into it. Then the supervisor would call lhe also said this is mostly a problem
customer back. when she calls into Relay not when

people call her. she said she was not
using turbo but it could still be option
to double check with them Wthey
continue to have problems.

6021X

Customer concerned that the computer at Relay
TROUBLE TICKET results - Problem

did not tum the VCO on in time. Call came Into
is with customer equipment on their

station as branded VCO. The computer sent the
greeting and GA. The customer voiced but the

ptemises. Ticket should not have
07122102 29

agent only heard the end of her instructjons.
08107/02 been routed to us per supervisof. No

Told customer would have tech look at station.
action. AttemPlBd to contect

TROUBLE TICKET 1000301913. Customer
customer on 7124 ~ no answer. 8/5 ~

wants a caU back.
no answer, Bf7 - no answer.

4786

Customer stated that CA called them names
said they were slow and hung up on them.

07/24/02 5 However customer did not remember CA#. I 07/24102 No follow up necessary. No CA 10_.
thanked the customer for bringing this to our

2053 attention.

2053 07124102 17

Customer stated that operator spoke very fast Tlspoke to CA. CA remernbers call.
and uncJear. Operator was mumbling ca said she never mumbles -Ca I

07124102 21 throughout msg. Apologized to customer for 08115102 usually articulate. TL aslted that CA
inconvenience and assured customer this remember to speak deany on atl

5317 matter would be looked into. calls,



Ca coached regarding use of lab in
order to allow her to type to
customeL Pressing camp allowed the

Customer wanted CA to repeat # requested to
phone number to be shown. This will

dial out but Ca didn't CA just dialed out. CA
not occur again. CA now

asked ACU how would she repeal # to dial
understands that TAB would allow

when person was deaf} ACU told her to about 0
her to type # 10 VCO cuslomer. Ca

dial bar use All V Ihen type # back to customer.
asked VCO customer if they wanted

07124/02 3
Also customer called doctor's office and while

to continue to hold be cause of time.

on hold CA asked if customer wanted to
07/24/02 OB al",ady had them on hold for long

continue to hold which upset the customer.
length of lime. The Ca was giving the

Customer wants follow up. Let customer know
customer the opponunity to continue

ACu understood her Concerns and ACU would
or hang up. CA was again coached

document into to fwd to CA' mgr. Customer
on call procedures. Ca is to hold until

supplied phone number for follow up,
customer informs otherwise.
Attempted to contact the customer
7/24 no answer. 8/5 no answer; 8n
no answer. Unable to reach
customer, case clOSed.

8925

veo customer quite upset that CA did not
answer her questIon with a yes Of a no.
Customer asked if CA had read her notes. CA

Mel with CA. She states the
sent number u r calling pis, Customer upset that
is an issue wi several CA's at all centers. She

customer had lengthy customer

has talke<l to acet manager Bill Stricklen about
notes. As soon as call came in the

this in past and inlends to do so again. I
caner asked if notes were read. CA

07125/02 4 apologized fOf the frustration assured her that 07125102
fully "'ad notes then asked caller for

the CA had read noll!. and asked Wshe wished
Ihe # 10 dial. CA coached ltl send

to place a call. Customer gave more dis.1 info for
one moment please when reading

next call. I told customer I would tum call to CA
lengthy notes and then confirm the

and would observed process until call dialed
notes were read before asking for a

out. Customer accepted and new caU placed
dial#.

properly. I informed caller I would pBSS concem
to the acct manager as well.

2056

The TTY user was very upset with the number
of typos during caD. Some of the words made

. no sense at all. The voice conversation was not
typed verbatim and the CA inserted the name
"Kosta" and this caused a 101 of problems • CA had trouble understanding the

07127/02 6
between the callers. The voice person was very

08102102
voice person with a strange accent

angry and upsel because Ihe CA created a big CA does IllCaU several typos
problem. Both calle", we'" given apologias for however unable to correct it.
the tnconvenience thlll caused and were told the
Ca would be coached on process so Ihis
problem does not happen again .Both callers
were also thanked for theR' time and patience.

2064

2064 07/27/02 7

2064 07127/02 9



When the customer called in there was no
response from relay. CA was taking over
another call and when there was finally a
response she asked for a supervisor. When the
supervisor carne on the line she asked what the

This Is the same incident that is
problem wa5 and the customer asked for het

noted on tracking '5320. Ca was
name. It took supeNisot a while to give her

coached regarding proper responses
07128102 21

name. After the customer told the supervisor
07/30/02 toward customers questions.

what the problem was the supefVloor (Mana) did
Supervisor followed cotTect

not say anything more than she would talk to procedures here. Contacted
the CA. She did not .ay anything about if the

customer and she is 5atisfied.
customer would like to register a comptaint
Apologized to the customer let her know I would
write a complaint up and fwd it to the
appropriate center. Does request follow-up with
resolulion.

3210G

VCO IB asked CA Wthey read the COB notes.
Ca did quickly receive the several notes then
sent ALT 2 to proceed with the call. VCO was
angry at CA and asked for a supervis.ot. VCO
wanted to know why CA did nat answer yes to This is the same complaint (incident)
their question. I advised VCO I would talk to the that is note on tracking II 32100. CA
CA as to why and also educate them further. I was coached negarding proper

07/28/02 3 did coach the CA after I got off the customer 07/30102 response toward customers
contact VCO expected me to ask the CA right questions. Supervisor followed
then and refay their answer but CA is relieved correct procedure here Contacted
by supervisor to take other calls and I advised customer and customer satisfied.
VCO of that. VCO now angry wRh supervisor as
VCO says all other supervisor do this for them
and veo hung up before I could respond to
that.

5320

5320 07128102 4

Customer called in stating that on an incoming
caU she answered the call and waited and Coached agent on veo calls. 8/15
waited for a response from relay. After a couple returned ceU to customer and let

07/29/02 0 minutes she nnaUy got the greeting from CA. 08108102 customer know agent was coached
Apologized for the inconvenience let her know on VCO call processing procedures.
that I would fwd to the appropriate center. No further follow up needed.
Customer does want contact with resolution,

3211G

When CA turned on VCO she heard nothing.
Spoke wilh CA. CA stated that veo

Customer complained that she CA did not
caller started to talk before 'GA'. CA

07130102 21
understand her. Noted possible technical

08101/02 tried to relay but no response. I made
difficulties. Apologized to the customer and

3 attempts to get hold of the VCO
asked Wanything else I could do for her. caller but no answer.

4812 Customer wants a follow up.



Customer sates that she gave the agent the
number to dial and she could hear that they did
reach someone on the other end but the agent
hung up the call She never gol the chance 10
complete her call. She wailed a while and the

CA was coached to keep the
07/31/02 5 agent never came back on the line to explain to 08/01/02

customer infonned at all times,
her what happened. Res response: Thanked
the customer for letting us know and assured
that we would send in a complaint so that the
issue could be investigated further < The
customer did not request a call back.

3221G

CA dialed DA and did not record directory info
so the number the caller was requesting was
not gotten.The customer was very upset
because a redial would cost him money. He
wanted 10 know why the CA could not get the
number the first Ume. And he felt since it was CA was coached to utilize recording

07/31/02 3
CA error he should not be charged for il. I

08/02102
button if necessary even on DA calls.

apologized to the CtJstomer for the CA thought there wouldn't be any
inconvenience and assured the caller the CA recorded mesoege from CA.
would be coached on the correct procedures for
this type of call. I thanked them for their time
and patience and offered to place the call at no
charge to them through the automatic free
redial feature.

2072

2072 07131102 4

2072 07131102 8

2072 07131102 7

2072 07131102 15

Customer sated that she was trying to reach
ATT Broadband and that she calls them all the
time lhrough relay. When calling this lime the
aganl said that the call could not be reached
from the customer's calling area. The customer
seid that she calls Ihis number all the lime and
thought the agent may have mi&-diafed and

Customer gave agent wrong number.
asked for a supervisor. Agent 6206M cam e on

800 not 877 as noted above. , a.ked
as the supervisor in charge and the customer

customer were they sure it was 800
07/31102 21 said this agent was very rude and refused to 06/15102

not 877. I ~idn't refuse to place the
place the call. I apologized to the customer and
suggested IMt we try calling the number from call customer never gave a correct

CS dept. Got the relay on the line and a.ked the
number to dial.

agent to dial the number and the call went
through fine. Rep then let the customer know
the we would certainly tum in a complaint on the
problem 90 that it would be Investigated further
and thanked her for letting U5 know. No contact
reqUired

3220G



veo caller reports that agent did not open veo veo answered 'heUo go ahead'
Agent sent LAT 5 and gender but

line when she answered the phone, veo asked veo continued talking so agent hit f-
why she took so long and agent responded that 9 so voice could hear VCO and
it took her a little time before opening the veo

processed call from there. Voice
07/31/02 11 Hne. VCO also needed to ask agent for her 10 07/31102

Inbound hung up agent 5ent 'pernon
number because agent did not pro\l'ide that info.
ApologIZed for the problem and advised

hung up to veo and VCO asked for

complaint would be forwarded to supervisor.
agent number but call timed out

Customer requests contact from mgmt.
before agent could respond. Called
customer 3x line was busy.

3218G

Most S2S CA's need more training they don1
stay focused on the content I context of calls
they are relaying and therefore don't understand
what speech disabled customer is saying they
get confused w~h the concept of conlidenlial~ -
which customer acknowiedges is a very
important concept of relay - but most agents
take that too far is s2s and don't pay dose
attention to context. Customer also suggested
that all &28 agents be assigned fictitious names Emailed him and thanked for his

07118/02 20 in lieo of CA number idls. m08t s2s customers 08115102 suggestions in regards about the
cannot write and have hard time remembering names of agent~.
id #'s. For complaints and commendations
names would be easier to remember. I thanked
the customer for his very valuable feedback and
insights. This info will be fwd to training
supervisor customer also has a training
background and offered to assist with s2s trig a
a consulting basis. This will be fwd to acct
manager for info_ customer wants follow up
contact about his suggestions.

4766



Attachment # 2

Summary Log for June 1, 2002 - May 31, 2003
Illinois Relay

For the period ofJune 1,2002 through May 31, 2003, Sprint processed more than 2,288,847
outbound calls on behalf of llIinois Relay, receiving a total of 341 « 0.001%) customer
complaints. All 341 complaints were filed with supervisors at one of the eleven Sprint TRS
centers. All of these complaints were resolved in a timely fashion. None of these 341 complaints
were escalated for action to the State of Illinois or to the Federal Communications Commission.



Illinois Relay
June 2002 - May 2003

Attachment 3.

#00 Answer Wait Time 2 3 3 0 0 0 0
#01 Dial Out Time 1 0 1 2 0 0 1
#02 Didn't Follow Database Inst. 2 0 4 7 7 3 6
#03 Didn't Follow Cust. Instruct. 4 9 9 7 9 4 4
#04 Didn't Keep Customer Informed 4 5 3 5 5 1 2
#05 Agent Disconnected Caller 2 3 2 3 1 1 3
#06 Poor Spelling 0 2 0 0 0 0 0
#07 Typing Speed/Accuracy 0 2 0 1 1 0 0
#08 Poor Voice Tone 0 0 0 0 0 0 1
#09 Everyll1ing Relayed 0 1 0 0 2 1 0
#10 HCO Procedures Not Followed 0 0 0 0 0 0 0
#11 VCO Procedures Not Followed 0 1 2 1 1 0 0
#12 Two-Line VCO Procedure Not F 0 0 0 0 0 0 0
#13 Background Noise Not Typed 0 0 0 0 0 0 0
#14 Feelings Not Described 0 0 0 0 0 0 0
#15 Recording Feature Not Used 0 1 0 0 0 0 0
#16 Noise in Center 0 0 0 0 0 0 0
#17 Agent Was Rude 5 5 4 0 3 0 3
#18 Problem Answer Machine 0 0 0 0 0 0 0
#19 Spanish Service 0 0 0 0 0 0 0
#20 Speech to Speech 0 2 2 0 0 0 0
#21 Other Problem Type Complaint 8 8 6 8 9 3 6

TOTAL 28 42 36 34 38 13 26

tEt::HNl'CAl:. COMl?LAllllT$
#22 Lost Branding 0 0 1 0 0 0 0
#23 Charged for Local Call 0 0 0 0 0 0 0
#24 Trouble Linking Up 0 0 0 0 1 1 1
#25 Line Disconnected 0 0 2 0 0 0 0
#26 Garbled Message 1 1 1 0 0 0 0
#27 Database Not Available 0 0 0 0 1 0 0
#28 Split Screen 0 0 0 0 0 0 0
#29 Other Technical Type Complaint 3 2 4 2 0 0 1

TOTAL 4 3 8 2 2 1 2 I

MISC COMPLAINTS
#30 Rates 0 0 0 0 0 0 0
#31 osa 0 0 0 0 0 0 0
#32 No gOO Number 0 0 0 0 0 0 0
#33 Carrier of Choice 0 0 0 1 0 0 0
#34 Network Recording 0 0 0 0 0 0 0
#35 Other 1 0 0 0 1 1 0

TOTAL 1 0 0 1 1 1 0 I

TOTAL CONTACT I 33 45 44 37 41 15 28



: Jail Feb Mar Apr May

0 0 1 0 1 10
0 0 0 0 0 5
0 4 1 1 0 35
4 7 4 2 3 66
1 1 0 2 0 29
0 3 0 2 2 22
0 0 1 0 2 5
0 0 2 1 0 7
0 0 1 0 0 2
0 0 0 1 0 5
0 0 0 0 0 0
2 1 0 2 1 11
0 0 0 0 0 0
0 0 0 0 0 0
0 0 0 0 0 0
0 0 0 0 0 1
0 0 0 0 0 0
3 2 1 4 1 31
0 0 0 0 1 1
0 0 0 0 0 0
0 0 0 0 1 5
2 1 2 4 2 59

12 19 13 19 14 294

0 0 0 1 0 2
0 0 0 0 0 0
0 1 0 1 0 5
0 0 0 0 0 2
1 1 0 2 0 7
0 0 0 0 2 3
0 0 0 0 0 0
4 1 2 1 1 21
5 3 2 5 3 40

peT.

3%
2%

12%
22%
10%
7%
2%
2%
1%
2%
0%
4%
0%
0%
0%
0%
0%
11%
0%
0%
2%
20%

5%
0%
13%
5%
18%
8%

53%

0 0 0 0 0 0 0%
0 0 0 0 0 0 Olll.
0 1 1 0 0 2 29%
0 0 0 0 0 1 14%
0 0 0 0 0 0 0%

0 1 0 0 0 4 57%
0 2 1 0 0 7

17 24 16 24 17 341



8ITAC
Illinois TeIeeornmuniclltions Access Corporation

:~O().1 l\1on1\·;.i1I·1)I'i\'l~ • Sui1l'D • S11ringfidd. IIIillOi!' 62704
V/TTY ROO-H4·1-()167 • VnTY 217~MJ8iJ.17U

FAX ~ 217~(lf)8-0942

June 28, 2004

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12'h Street, SW, Rm. TW-B204
Washington, DC 20554

Overnight Mail: Airborne

•
_ EXhibit S

Complaint Log 2003

RE: Docket No. 98-67

Public Notice DA 04-1599
Released: June 2.2004

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

• Sprint Relay's and the Statc of Illinois' Annual Complaint Log, which includes the
number of complaints received for the period June 1,2003 through May 31, 2004, that
allege a violation of the federal TRS mandatory minimum standards, thc date of the
complaint, the nature of the complaint, the date of its resolution, and an explanation of
the resolution and the CapTe! Complaint Log covering the period from February 1,2004
through May 31, 2004.

• Annual Tally Report with total complaints by category.

A 3.5 diskette containing the Annual Complaint Log and Annual Tally Report is also enclosed.

--' ---,------------



'fe' PUBLIC NOTICE~. :J
. U/I'" .

Federal COmmUTliC8tioll~ Commission
445 Ii" SI. S.W.
Washington, D.C 20554

New, media lnfommtion 202/ 4 J R·0500
Fax·On-J)cmand 202/418-2830

TTY 202/418-2555
Intcmet: htlp;/I~'j'cl'.gov

flp.th:.mw

.•.......................•..• - _- -._------------

DA 04-1599
Rele••ed: J u•• 2, 2004

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT

mE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE THURSDAY, JULY 1,2004

Thc Federal Communications Commission's Consumer & Governmental Affairs Bureau reminds
statcs and tclecommunications relay services erRS) providers that they must submitthcir annual
consumer complaint log summaries for the 12-month period ending May 31,2004, on Or before
July I, 2004.

To assist the Commission in monitoring the service quality ofTRS providers, thc Commission
requires stale TRS programs and interstate TRS providers to maintain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards.' State TRS
programs should report all complaints made to the state agency, as well as those made to the
state's TRS provider. TRS providers that provide intcrslatc TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, and IP Relay are required to submit
complai11l10g summaries. TI,ese logs arc intended to provide an early warning system to the
Commission of possible service quality problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has appropriately addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables SUItes to learn how other states are resolving
complaints.'

Complaint log summaries should include information pertaining to complaints received between
June I, 2003, and May 31, 2004. Complaint log summaries shall include the number of
complaints received that allege a violation of the federal TRS mandatory minimum standards, the
date of the complain!, the nature of the complaint, the date of its resolution, and an explanation of
the resolution]

I Sel' Telecommunications Relay Services and Speech-to-Speech Service.,~fm· Individua/,f with Hearing and
Speech Disabilities, Report and Order an<l Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC
Red 5140 (March 6, 2000) (Improved TEIS Order); 47 C.F.R. §64.604 C'Mandatory Minimum Standards").

'ld. at ~ 122.

'See 47 C.F.R. § 64.604 (c)(l).



We note that according to the data presented in the state complaint log summary submissions for
2003, more than thirty million outgoing calls were placed by individuals through state relay
facilities. Approximately thiny-five hundred complaints were reponed that alleged a violation of
one or more of the Commission's mandatory minimum standards for TRS' This number
represents that less than one hundredth of a percent (.0 I 'Yo) of TRS calls, a statistically negligible
number, resulted in an alleged violation of required service standards. This is good news for TRS
users. Al the swne time, the complaint log summaries idenlified some areas where there is room
for improvement. Over seventy-five percent of all complaints stemmcd from the interaction
between the calling pany and the communications assistant. We therefore remind TRS providcrs
and state administrators that their CAs must, among other things, be knowledgeable ofTRS
procedures, follow customer's instruclions, and conlinue to keep callers infonned aboul the
progress of their calL

The complaint log summaries thaI have been submitted to the Commission by state TRS
programs for 2002 and 2003 are currenlly available on the FCC website at
ll!112;1/ww\\ Jcc.gol'/cgb/dro/trsJ~LstatcJl!1!!\. All 2004 complaint log summary submissions by
stale TRS programs and interstate TRS providers will also be available on this website.

States and interstate TRS providers who choose to submit by paper must submit an original and
four copies of each filing on or before Tuesday, July I, 2003. To expedite the processing of
complaint log sununaries, states and interstate TRS providers are encouraged to submit an
additional copy to Attn: Erica MVeLS, Federal Conununications Commission, Consumer &
Govenunental Affairs Bureau, 445 12th Street, SW, Room 6-A432, Washinb>(on, DC 20554 or by
email atJ;:Jj~aJyll.cr.§.:illffJ..£.Q\.. States and interslate TRS providers should also submit
electronic disk copies of their complaint log summaries on a standard 3.5 inch diskette fonnalled
in an IBM compatible fonnat using Word 97 or compatible software. The diskette should be
submitted in "read-only" mode and must be clearly labeled with the S\8te or interstate TRS
provider name, the filing date and captioned "Complaint Log Summary,"

Filings can be sent by hand or messenger delivery, by electronic media, by conunercial overnight
courier, or by first-class or overnight U,S. Postal Service mail (although we continue to
experience delays in receiving U.S, Postal Service mail). The Commission's contractor, Natek,
Inc" will receive hand-delivered or messenger-delivered paper filings or elecrronic media for the
Conunission's Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D,C. 20002.
The filing hours at this location are 8:00 a.m, to 7:00 p,m, All hand deliveries must be held
together with rubber bands or fasteners, Any envelopes must be disposed ofbefore entering the
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol
Heights, MD 20743 U,S. Postal Service fust-class mail, Express Mail, and Priority Mail should
be addressed to 445 12th Street, SW, Washington, D.C. 20554, All filings must be addressed to e:-"<=--
l!!e Commission's Secretary, Marlene H, Dortch. Office of the Secretary, Federal ~
Communications Commission, 445 12'" Street, SW, Room TW-B204, Washington, DC 20554, ~"'''----

The filings and comments will be available for public inspection and copying during regular
business hours at the FCC Reference Information Center, Ponnls II, 445 It" Street, SW, Room
CY-A257, Washington, DC 20554. They may also be purchased from theConunission's
duplicating contractor, Qualex International, Portals II, 44512'" Street, SW, Room CY-B402,
Washington, DC 20554, telephone (202) 863-2893, facsimile (202) 863-2898, or via e-mail

'See 47 C,F.R § 64,604.

2



mmtcxinL{LilQJ,J:~1_~m, Filings and comments may also be viewed on the Consumer &
Governmental Affairs Bureau. Disability Rights Office homepage at http://,,,,\\Jecgoy!cgb!dJO

To request materials ill accessible formats fol' people with disabilities (Braille, large print,
electronic files, auto format), send an e-mail to fec504 riiifcc.gov or call the Consumer &
Governmental Affairs Bureau at 202-418-0531 (voice), 202-418-7365 (TTY). This Public Nollce
can also be downloaded in Text and ASCIl fonnats at hllp://wwwJcc.gov/cgb/dro.

For funher infonnation regarding this Public Notice, contact Erica Myers, Consumer &
Govenunenral Affairs Bureau, Disability Rights Office (202) 418-2429 (voice), (202) 418-0464
(lTV), or e-mail J~rica)vlYcrsll.f.cc.gO\.

-FCC-

3



.~=-:. Sprint Illinois Relay Service
June 2003 - May 2004

PeT.

110O Answer Wail TIme 1 1%
#01 Dial OUt Tnne 1 1 2 2'l\
#02 Dldnl FolIuw Database Inst 1 1 1 3 3%
lI03 Didnl Follow cust. Inslruct. 3 4 1 2 1 3 2 1 2 1 20 19%
#04 Didnl Keep customer Informed 1 1 1 1 1 1 2 1 9 9'l\
1105 Agent Disconnected Caller 2 1 4 1 2 2 4 1 1 S 2 25 24%
tI06 PoorSpeUing 1 2 1 4 4%
1107 Typing Speed/Accuracy 1 1 2 1 S 5%
iIlO8 Poor Voice Tone 1 1 1%
#09 Everything Relayed 2 2 2'l\
#10 HCO ProcedlJres Not FoIIOWl!d 0 0%
#11 VCO ProcedU"'" Not Followed 1 1 2 2'l\
#12 TWG-Line VCO Procedure Not F 0 0%
#13 aacl<ground NoIse Not Typed 0 0%
#14 Feelings Not Described 0 0%
#15 Recording Feature Not Used 0 0%
#16 Noise in Center 1 1 2 2%
#17 Agent Was Rude 4 1 1 1 3 2 1 1 14 13%
#1e Problem AnsNer Machine 1 1 1%
#19 Spanish 8ervice 0 0%
tI20 SJ-;h to Speech 1 1 1%
#21 other Problem Type Complaint 2 1 1 2 2 1 1 3 13 12'l\

TOTAL 12 12 11 6 7 8 13 13 8 4 9 6 10S
I

TECHNICAL COMPLAINTS
#22 LastS 0 0%
#23 Charged for Local Can 0 0%
#24 Trouble Linking Up 1 1 7%
#25 Line Disconnected 0 0%
#26 Garbled Message 4 1 1 8 40%
#27 Database Not Available 2 2 13%
#28 SpIn Screen 0 0%
#29 other Technical Type Complaint 1 2 2 1 6 40%

TOTAl 6 0 0 2 0 2 1 4 0 1 0 0 16

-~J-!
-i-

Page 1



=~ Sprint Illinois Relay Service
June 2003 - May 2004

- PCT.

1#30 Rates Q 0%

1131 aso Q 0%
#32 No 900 Number Q 0%

'#33 Carrier 01 Choice 1 1 2 29%

1#34 Network Recording 0 0%

l#35 Other 1 1 1 2 5 71%
TOTAL 1 1 0 1 1 0 2 0 0 0 1 0 7,

i- ---i-
I I ---t---I , I

TOTAL CONTACT I 18 I 13 I 11 I 9 I 8 I 8 I 16 I 17 I 6 5 10 I 6 r 127

Page 2



Complaint Tracking for lIfinols

J ne 2003u
Tracking Date of CIIt.1/ Nature of Complaint Date 01 Explanation of Resolution

1/ Cornpl. Comp/. Resolution

CA followed proper procedure by
CA did nol respond when TTY user typed "hello typing exactly what the voice person

06/03103 4 ga". CA did not type background noise until ""er 06/05103 said. CA typed the background noise
TTY user typed "goodbye sksk". that could be heard while the voice

4184Z
por500 was not saying an~hing.

4184Z 06103103 17

Left a message with the customer

06lO4I03 17 Voice caner said the CA's lone was not lIery nJce. 06105103
thanking them for the feedback and
letting them know the CA was

2552 coached.

No further action requITed after ReS

06/07103 33
IL TTY customer irritated with the way IRC has

06107/00
credned his account. Customer sent

billed his phone service. emaiJ stating he receiVed credit and an
33Oll-1 was set.

CaUed customer and len a message
Customer called in stating that she is still explaining that one of the cente", was

00107/03 26 experlencing gart>ling on her 3 year old 00111103 hailing problems. Asked her to contact
Ameriphone. Tn 1000980138 ms In the Mor. n she experienced the

same problem again.
3304-1

06/08103 3
TTY user said this CA did nolle! her type her

06119103
Unable to conduc\ a follaN up WAh this

7831 A
message before dialing out. eA as they are no longer an employee.

TT resutls - this is a known issue that

veo customsr has gart>ling iosue, could oot read it:. currently under investigation by T&I
06110103 26

what CA typed to her. TT I10OO990214.
06/12103 and TRS teehs. Attempted to contact

cu_ """",allimes that TT was
closed but was unsucce:ssful.

3316-1

veo customer called to say she gel6 garbling on n results - This is a knoWn issue that
06113103 26 ev.ry call she makes through relay IL. TT 06116/03 is CUfTeflIiy under investig.tion. TT

3322-1
111000995532 was closed and the equipment rixed

Customer uses an Amerlphone dialogue veo TT results - this Is a known problem

06116103 26
phone and dials to relay using BOO number. For

06119103
with Amenphone VCO phone and relay

the last two _ shs has had gSrbling on her caDs that Is currently under
3334-1 lin•. TT 1/10001006909. in\lestigation.

6546X 06118103 3 CA dialed wrong number. 06119103 CA was coached on Ihis.

ra_ with CA and TL who assisted
on this call. CA said there was a dmay
on TITs response for the # they were
catling and the CA's comput.r went
over into ASC11 search. oata crash

06119103 17 Caller said CA was very rude. 06I271fJ3
followed when CA switched back to
TTY. TL verifoed CA's comments and
added there was no gBlbling on the
CA's comput.r but did .... tIl. data
crash IS well. Attempted to contact
customer three times and there was no
answer.

3341-1

Page 1 of 2



Complaint TraCking for Illinois

-
Tracldng Date Of Cat. # Nature of Complaint Date of Explanation of Resolution

# Compi Compl. Resolution

Voice user was upset that the CA wa'5 frequentlY
CA coached to ",peal last words typed06120103 7 using the slowdown and nol repeating the last 06130/03

words typed to the veo u..... and to improve typing speed.
5424 -

veo user was upsellhal CA did not follow
CA followed relay protOCOl andInstructions v.tlen typing (answering machine) GA

06123103 3 to VCO penIOn. Complained that CA waited 100 06I2JI03
demonstrated knowtedge of answering

long 10 type (>oice mall cut 011) 60 veo wos machine procedure per customer

unable to leave message.
instructions.

2567

VCO customer reports CA did nol follllw custome Contacted and informed customer that
06124103 2 database instructions, causing customer to spend 06I30I03 CA was coached on following

3354-1
e>l:oessive time on phone. customer notes.

Coached cA on the Importance of
processing caUs correctly. responding

II voice user complaining that they receiVed 8 call in a timely manner and lhe

06l29I03 5 from a TTY user through rekry but CA 07=00
conHquences of not doing 80,

disconnected the call.
Advised CA to requeat tor supervisory
assistance when a can needs to be
disconnected, and to documented Ihe

4221Z Incident.

06130103 5
Customer says when they typed "please do not

0tlI30I03
Coached CA on repercUS6ions of

3375-1
announce relay" the CA hung up 011 them. disccnnecting calls.

IT results: It appears lhe number has

Customer says she canrot co" out or receive call.
changed, ",aching a fast busy signal

06/30103 :29 through relay services. IT #10001030810.
07103103 or I ",cording saying the number has

been disconnected. n wos clo5ed

3371-1
due to customer nat responding.

Cualomer was upset because she was IlSkIng \he
eA questions and the CA would not answer but CA followed _ procedures, did

06113103 17 contInued to type INtlat $he was &aylng. She then 071271113 provide 101 wilen asl<ed, and romllned
proceeded to ask Ihe CA wI1at her iO numbel wos calm and polite.

5423
but CA wouldn1 give ft 10 her.

Page20f2



Complaint Tracking for Illinois

J I 2003U1V
, I'IlCl<ing Date of Cal. # Nature of Complaint Date 0/ ElqlIanatlOll or Resolution

# Compl Campi Resolution

Agent typed exadly what outbound

07/01/03 7
Custome' stated the agent hod sloppy typing and

07/27/03
said but was unaware that

W<lslaZy transmission may have been garbled

6558X
for the tty user. Agent coached.

07/02103 17
Voice customer was upset thai CA yawned in her

07103103
Coached agent on importance at

2575
ear while relaying. professtonalism end transparency.

Customer called to report thallhe agent did not Follow up with agent. Agent was aware

07/07103 3 follow the typed lnstrudkms net to announce relay 07/21103
of the error and reported it immediately.

and 10 ask for a specific person by name.
She regretted the mistake and normaHy

3400-1
follows customer Instructions.

The tty user was complaining Ihal!he operator did

07I08I03
not follow Instruction• ..men told to disable

071ll91lJ3
No agent assigned 10 lhal number.

turbocode and because of that TTY user coutd not Unable to coach lhe agent.
5429 see typing.

Customer called and ga'le CA instructions for
CA gave the iTl5trucUons to OA

07/10103 3 phone number snd address and CA provided 07/16103
operalor and DA operator gave number
and hung up. CA follll'Mld proper- phone number.
procedures.

07/1&03 6 Customer said lhal agent did not spell very ~1. 07/31103
CA was coached on spelling words

3436-1
correctly and word clarification.

Supervisor lIansferred customer to

07/20103 ~5
Customer was haVing problems With prank calls

07I20I03
customer service as stated. Supervisor

through SRO. suggested customer may be able to

6581X
block Incoming calls.

Customer complained Oll!wo CA's First CA
CA was coached on p<oper

07/22103 4 dialed lhe wrong nbr. The second CA didn, let the 07122103
procedures.

6583X
customer know the outbound had hung up.

Agent retrieved one voicemail mag ror YCO user.
Agent followedc_noles 10 allow caller 10

07/25/03 16
save or delste!he msg. Since the agent typed the

0712S1l13
Agent coached on clorlfoying

msg and voicemall options and then listened to Instructions If unsure.
response the wicemail timed out. VCO caRer was

7323za
very upset.

7323za 07f25103 21

Customer typed .kSk and CA already

07126103 5
Customer wanted to make another call and CA

0712B103
hung up 8S customer changed theIr

hung up. mind to make another can. Agent

B594X
followed proper procedtJ(@s.

TIY ll1lel WOS upset thai CA made him wall after
Spoke With the customer and s1aled

07130/03 3 05I2SI04 she hasn't had problems wtUt re~y.
2605

he lype<la msglo leave anano mach. CA.
Case closed.

The caller stated that !he CA did nol elqlIaln why
E><plalned 10 the caller that CA wos
coached and CA was given several

07122lO3 21 \herem. a problem (TTYNCO unable 10 read or 071= examples what shoUld have been seid
respond). 10 lhe v<>ice person.

2596

Page 1 of 1



COmplaint Tracking for Illinois

A 51 2003UOU

Tracklng Date of
eat. _

NabJre of Complaint Dale of 8qJlanation of Resolution

- Compl. Compl. Resolution
Customer states that she gave the CA the call in

SupelVlsor rO'lieWed proper08119103 5 number but no call was placed. Said CA 08121103
2623 disconnected call. procedures with the CA.

Volee customer complained thai they could hear Spoke to agent and coached on turning
08121/03 16 lhe nolsy ksyboard during the call and ~ was very 06126103 down microphone it customer

3049J
loud. They also heard people in the bacllground. requests.

Customer had typed out messages to answering
machine but the messages delayed in sending. SupelVlsor reviewed complaint with

06124/03 1 Customer got fNstruted and hung up. Thanl<ed 06115103 CA. CA was at fault. Reviewed proper
the customer for lhe feedback. No follow up procedures with CA.

6627X
required.

TIY customer was diasatlsfled with the service
Coached CA on lislening closely for

she received from this CA. She said she had poor sound afikos. Asklng for spelling on
06/25103 6

spelling and typed incorrect information. Several
08125103 Important names and details and

times typed "missed information". pacing appropristely to avoid missed
2626 Info.

2626 06/25103 7

Coached ogent on the proper call

06/25103 S
Agent disconnected caller alief they gave the 08I2lII03 procedures 10 follow ""'en a call needs
number to dial. to be disconnected and the

2627
consequences of disconnecting a can.

Operator ClJl customer of! from talking and they
Coached egsnt to try disabling turbo

06130103 5 received a bunch of x's and numbers on TIY 09/01103
code.

2635 screen.
2635 06/30103 6

2635 08l3OI03 7

2635 08I30I03 17

Customer asked if answering machine to pteaae Agent clatms to have not disconnected
08130103 5 leave a~e. Customer noticed TTY Gigllal 09I02I03 any call. Understands the

4272Z
flash and CA had hung up on them. consequences of disconnecting a call.

Page 1 of 1



Complaint Tracking for Illinois

September 2003
Tracking Dale of Cat.1/ Nature of Complaint Date of E><planatlon of Resolution

1/ Compl Campi. Resolution

Operators are not 'ollaMng customer's notes Customer informec:f supervisor issue

09102103 2 which say do not use any abbreviations. Also 05117/04
was due to TTY techn~1 problem. No

operators are not giving their 10 nUmbers
further a~horL Customer resolved

4274Z issue.

Customer typed 'VCO please GA" - no response

09/1&'03 4
from CA. Typed ft again and again-no response-

09118/03
Reviewed veo p<ocedur.... CA was

leel. CA should be refreshed a. to how important able to demonstrate correct handling.

2646
calls can be.

2646 09116103 11

VCO customer said that agent didn't listen and
Agent coached to foUow customer

09122103 3
lollow her tnslrucliona

09I30I03 notes Instructions when processing
2663 calls.

Caller would like relay policy changed 80 that
Spoke with customer and ahe said all

09122100 35 either inbound or outbound party can request an 05125104
agent change during a relay call.

waa~well.

3143-J

6673X
09l23I03 5 Agant hung up on customer. 09126103 Reviewed procedures v.fth agent.

VCO user said GA, vOice started talking but could
stili hear VCO user ""I'ing hello GA. CA not Unable to follow up with CA a. CA ia

09126103 0 responding to voice. Voice user saki CA must 011201ll4 no longer with relay. No further lICIlon
ha", fallen asleep. Voice and VCO customer possible.

8539 hung up,

n mub - Caller id did not Iransmft

09130103 29
Customer says lhe caller iD block is not WOII<ing,

05127104
on any lest call, looks like training

n 1001247609 issue lor that agent, TL will be

3163-J inlanned.

09124103 29
IL veo ousto,"", rqsts IRS to mal<e caller ID

05126104
n results - Tech reset the ACC, This

3147·J available a. much as possible, cleared lhe PI'Oblem,

Page 1 of 1



Complaint Tracking for Illinois

October 2003
Tracldng Date uI Cal.' Nature of Complaint 081~ of EXplanation of Resolution

• Compl. Campi. Resolution

Voice caller upset CA said Ihe person hung up.
The voice person has said under her breath Unable 10 foflow with this agent as this

10101103 21 something about the TTY was bugging her. 10I30I03 agent is no longer with re!ii!lY. No furthe
Apparenlly TTY had not hung up because CA had aelion possible

2671 typed the comment.

Customer is very upset because agent redlated to Supervisor._agent how 10
10105/03 2 erase messages on his vOlceman when he wants 10/05103 process the call correctly. Agent

6691 X
It done the timt time. understood.

CA followed proper procedures by
Customer's daughter called through relay and the waiting for a compJele sentence 1
CA ignored customer and was not relaying what concept before voictng to ensure 8

10106/03 4 she was saying as she was typing, she waited 10I06I03 natural voice now. CA understood
until customers daughter stopped typing to tell he upon request of 8 voice person CA can
what was eaid. read word for word beck 10 the voice

3173J
person.

Voice person eaid CA eounded like CA was faking Unable to fOllOW up _ this agent as
voice. Customer could not under&tand CA and

10108103 3 asked for a new agent CA said was unable to 10/13103 this agent' Is not used at this current

make agent swttch or call a supervisor. time.
2662

Customer asked agent to tell them if the voice
CA Is nat aware of this call. CA is
familiar with agtlnt protocol of providing1011 <1103 S person sounded young or old and agent hung up 10114103
question upon request similar to

and did not answer the question.
situation indicated above.

6702)(

Customer tried calling a number with 8 (976) area TT rasuft.: TecI1 says (978) i••

10117103 3S
code. Informed cuslomer thet the system will not

05124104
reselVed area code. no one is allowed

ellow (976) calls. Customer wid like to know why to call II, and therefore ft is not a valid
TT 100103300 number

6707X

10I20I03 3
Customer stated thai a lot of operators seem

11103103 CA coached on proper procedures.
2898

unfamiliar with specifIC person ask procedures.

CA had waited 4 mlns for caller to

10/24103 5
Customer complained that he was loOking for a

10124103
come becl< 00 line. Aller 4 rnins CA

phone number for 3 mins and CA hung up 00 him. followed proper disconnect
6718X procedures.

Page 1 of7



Complaint Tracking for Illinois

November 2003
Tracldng Date of Cal.' Nature of Complaint Dale of Explanation of Resolution

# Campi. Compl. Resolution

Coached CA and role played vco call
11/29103 21 Agent didn't lelilhe cuslomer What was going on. 12/01103 handling. Reviewed PRG to( COITecI

7600C handling 0' VCO.

Explained that agenl at customer

11/05103 29
Caller said she wants customer seMce to be able

05I26f(l4
service would not be able to send call

to transrer her back to a relay operators to relay due to not knowing which

3270J
centers ad CA'.. who were available.

n results - P_ tes! call using

Caller said she thinks caller ID is not transmitting
customers dialing information ta 2500

11/05/03 29 05126104 set with caller id. Customer calkJr Id
correctJy.

Information lransmilled without any
3269J problem.

Customer slates !hey asked the CA to block !heir Operator was pUlled for discussion -

11/07103 3
caller 10 and relay asked them to voice. And then

11/07103
she made a mistake and apologized for

said !hey pressed the wrong button and hung up her mistake. Will pay more attention In
and redialed the call. the future.

6743X

Customer would give the GA and no
agon! would type what voice person

VCO caller ..If thai CA Interrupted her was saying and then VCO customer
11I09I03 17 COIlverserlon with 3 lines of )OO('s or SSS's but 11/10103 would starllalking and I"'II1n9 during

CA would noIlet her speak. the typlng belore the GA for her to
speak. This would cause garbling.
SUpervisor on noor witnessed this.

2726

Typing on the screen appeared

Customer stst.. the CA did not spell well and she
accurate CA said they had 10 pace

11/10/03 6
typed 10 slow.

11110103 customer frequently as voice person
was speaking very fast. CA also s.ked

2728
for spefting of c1ties for clarifICation,

VCO customer said !hat CA sent her no data
Supervisor 1950 coached on customer

11/17/03 4 When she called. She got lhe InCOlTecl CA 11/17103
contact procedure. Agent was
coached regarding proper call

2741
number.

procedures.

11/21103 7
Agent was polite but got confused When number

12104103
Agent coached and reminded of call

6764X
for security wae assured by Pizza services. porcessing guidelines.
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Complaint Trac~ing for Illinois

December 2003
Tracking Dale of eat.• Nature of Complaint Dateal EJcp/anation of Resolution

• Comp!o Comp!o Resolution
Customer says CA did not respond to GA and

CA was coached on proper vee12103103 9 eveIually the OB hung up. Thoughllha. CA was 121t6lO3
2758 sleeping. procedures.

Cuslomer had wanted 10 place anolher call after Supervisor reviewed complaint with
12106103 S

their call was owr. CA hung up on customer, 12108103 agent. SupelVisor reviewed proper
6788X rprocedures.

Unable to dispute the charge with
12107/03 3 Customer states agent dialed the wrong number 12130103 Verlzon. customer win have to contact

6798X Verlzon direclty.

Customer slates that agent was vel'( rude. Thera Coached agent on proper procedures

12108103 17
were long relays !hat even the hard 0' hearing

12109103
on pacing customere and uaing

customer W06 asking the OB what was going on appropriate phrases to pace so that

6791X
was there a probem. there win be no personal interactions,

TTY customer receiving extremely fast
IT r!!SUlta· Tech allempted 10 reachtransmission of typed messages via IL relay.

12111103 35 Problem for past two_, happened approx 10 05119104 the cuBlomer twice to give him this

3372J times. IT IOO141ll663 information, but there was no answer.

nY cU8lomer said they always have seYel1lI
Spoke with customer and customer12115103 9 complaints about IRC operators always 05/17104

5458 minsunderstanding them, says allis nne now, no complaints.

Customer states that she asked this agent not 10
Mol with CA and wont <War nolannounce rolay. She asked the agent if he did
announcing procedures. CA

12120103 3 announce the relay and he oaid no he had not. But 12122103
the way the phone was a_ed she cooId tell domestratod knowledge and

that 'hey know ~ was relay services.
understanding aI proper procedures.

3402J

VCO user complains that CA is nat connacling

12112/03 11
her calls correctly and she is unable to

12123103 MN relay has no CA with Ihia number.communicate with her daughler each lime she
3409J encount"", this agent.

IB upaellleca.- she said OB wasnl Reviewed the importance of never
12122103 5 understanding her aOO she did not feel the CA 12127/03 disconnecting a caller as well as

2776
was relaying propet1y. relaying feelings as best poasible.

2776 12122103 16

Customer requests someone rrom relay
Spoke with the customer wI10 sIaIed

adminslration cen \hem back about fraudulent
12122103 35 calls 10 his business through relay placing order 05119104 IhO$O calls stopped aller he coiled

5459 with bad credtt cards.
Sprint relay to complaJn.

IT rosulls· Unforlunately lhere Is not
enough informatton on the ticket to

12123103 26
Il VCO cuBlomer experiencing gart>ling. IT

05127104
investigate. I could not determine

1443936. where the agent was silting to
investigate the hardware. Suspect n
was a bad connection at the CO.

3414J

Agent sent ringing 1... and then stopped typing ror Coached CA on keeping customer
12128103 4 8 long lime. Customer asked what was going on 12102103 informed with appropriate progrOS&

6607X
Snd then agent typed (F) snd then stopped. reports.

12128103 17 Customer says agent was rude, 12129104
Agent coached on proper procedures

6608X and not being rude.
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Complaint Tracking for Illinois

Tracking Date 01 Cat. Nature 01 Complaint Date of EJq>lanalion of Resolution

• Comol. Comp!. R05OIuCioo

CA said she did disable turbocode and
cwstorner apparently woo sIlll receiving

12130103 3
call'" was '''''I upeel with ../\'ices wflen callef

01104104
gart>ling. CA was able to demcntlrafe

asked CA to disable turboccde and CA did not. correct lurt>ocode disablement
Account Manager fallowed up with lne
customer.

7:787 .

05118104 17
Customer stated that the CA wasn't patient,

12104103 Agent was coached 00 not being rude.
7:757

1riendIy, or willing 10 ossiol en call processing.
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Complaint Tracking for Illinois

Januaf\1 2004
TraCldng Date 01 CII.' Nature of Complaint Date 01 Explanation of ROIOlution, Comp/. Compl. Resolution

Customer called to let us know CA typed hung up
Agent number was n()t 8vailabk: -

01/01104 17 to her daughter when she was try;ng to place a 01101104
6816X call.

supervisor unable to (allaN up.

Operator hung up on customer while redialing to
No agent number provided so no follow

01/08104 5 leave her message. So operator did not tell 01I08I04
customer whether or not her message was left.

up was JXlSslbJe.
6820X

Customer was angry because the business she Agent followed proper procedures by

01108104 4 calle<! was closed and relay did not tetl her the 01I08I04
not getting Involved in conversation and

time.
remaining trafl&parent while call was

6821 X
on process.

Customer states that II was very hard lor the voice
Met wlth 1gent and coached on the

01I09I04 B person thai she was calling to understand the 01114104
Importance of voicing clarity and to

relay agent. make lure that the headset is always

3460J
adjusted acco<dingiy.

Customer upset that she dials 711 from her house TT results· System is functioning as
01/OQ104 2Q and lllCeives TTY tones then ASCII. Then an OS/25104 designed.

4368Z
operator. She warne 10 receive the apr first.

Customer called in to let us know When she
TT results· verffied frequently dialed

01112J04 27 attempted to make 21 call using her FD numbers 05117104
list was svauabkl f", both numbers.

3467J
lhey were nolavalleble. TT 1474977.

Caller a_ tor a live person. Agent relayed
CA coached to be more careful and
pay attentIon to customer instructions.

01118104 3 recooIIng but dicl not select the option for a live 01121104 SUpervisor reviawed proper
person as instNcted by caller before ouldia!. procedures wlth CA.

5462

52S customer says everytime he gets this
Agent is aware of the policy snd

01/16104 5 01121104 consequences of hanging up on a
441az

operator she hangs up on him.
customer.

Customer was not familiar wlth the relay SYO and
thought ~ was soHcilation from lD cam.... When

Customer did not gst agent number -
01117104 21

the customer was talking to herself about how she
01/17/04 explained we were not able to follow up

the customer was handlign the call and told the
agent not to Iype what she was saying the agent

with agent.

6826X
typed eveylhing.

Customer was not familiar with the relay SYe and
thought it. was solicitation from LD carner. When

Customer did nol get agent number •
01117/04 21

the customer was talklng to herself about how she
01117/04 e""""ned we were not able to follow upthe customer was handlign the can and told the

wlth agent.agent nol to type what she was saying the agent

6836X
typed eveything.

Opr didn' put a GA and customer got fruslrated Supervisor coached agent on making

01121104
waiting for ~. Then operator didn't send person

01122104
sure GA is seot 01 the appropriate

hung up GA 10 SK and customer didn' knoW if lime. Also coached agent on sending
they were still on the line. correct macros.

7846C
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Complaint Tracking for Illinois

Tracking Date 01 Cat.• Nature 01 Complaint Date or Explanation or Resolution

• Compl. Comp!. Resolution

n results M Tech made several test
caUs btJt only experienced one garbled
character. The Adtrens have been

01/24104 26
Customer MS angry that there was garble on her installed for over a year, so If the
call. customer has only been experiencing

garbling in the last few moothll, ~ may
be due to a change on their

2825
equipment.

VCO customer says can was transferred in from
IT results ~ Unable (0 duplK:.ate

relay and When on the call wllh RCS there was not
problem. Logged into test position and

01126104 27 DB info available and the call showed as 05126104 placed test call using customers ANI

o,lgnaling in WI.
and call populated with cuBlomer
information.

30231<

01130104 5
Customer stated call disoonnected in process of 01/3(1104 W~out CA 10 number no further

2835 voice moil retrieval. action possible.

CA stated they did not lully understand

Customer staled CA did not follow customer
notes. AdIIised CA to alii< IOf

01131/04 3
notes.

01131104 clarification if notes unclear. Advised
01 the importance of loIloWing
customer notes.

2838
VCO soid BIle lold the CA ahe wanted to make

Spoke with agent regarding proper call
01128104 5 anothe' call and the CA hung up on her in a rude 02113104

2834 manner. processing procedures.

2834 01/28/04 17
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Complaint Tracking for Illinois

F b 0e ruarv 2 04
Tracklng Dale 01 e..t.• Nature of Canplalnl Date 01 Explanation of Resolution

II Canp!. Comp!o Resolution

The customer wanted 10 speak 10 this CA to
clarify the email address from a customer in West

Coached agent on the usage of
02I05I04 21 Africa who called in to purchase her prodcuct. I 02111104

symbols when typing email addrellOS.
explained the relay protocol of privacy of relay

2843
calls and we may not be able to provide this Info.

Customer sial.. she does not like the new policy

02113104 21
that agents all....". to be doing recently. They

05/17/04
Advised training department of this

are interrupting calls more than ever typing (no issue,

3094X
background noise or Silence in background.

The customer called to say thejI_e very angry
CA~ proper procedures by

a8l<lng for the number again as II was
02114104 1 because they had to repeat the number 3. to the

iDegibte. Reviewed proper procedures
5468

CA.
wlthCA.

CA advised thai was absolUlely in
02114/04 17 Voice customer concerned lhet CA was rude. 02114104 oppostilion of relay protocol and

2B60 cautioned her against thai.

CA dialed CA and asl<ed for addr....

Customer asked egent to call DA and asked for
DA Iranolesred to recording giving

02121/04 3 persons address only no phone number customer 02121104
number only. CA stat.. they did nol
disconnect caller. Reviewed follow

Wll$ upset at agent and disconnected
customer instructions. R....lewed nol

6881X
disconnecting caller.

6881 X 02121104 5
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Complaint Tracking for Illinois

March 2004
Tracldng Date of eat.• Nature of Complaint Date of Explanation of RescHution

• Campi. Campi. Resolution

S2S customet called lD report thaI all S2S <JII'll
were bust 60 customer was transferred to 8 SupetViscr slates she did not assist on

03103104 20
regular operator. Customer asked to be

03110104
speech call. Supervisor shows

lrasnterred back to S2S and lISked for a knowledge of how 10 transferred
supetVisor to assist. Supervleor \'Ad not lranafer to speech to speech calls.

3156K
S2S and told customer to hang up.

Met with CA who said because of the
sJow typing tranmission voice person

03106104 5 Customer said agent hung up on them. 03108/04
kept hanging up. He oaid then the "red
inbound boH appeared BI1d Inbound
disconnected. CA di<l not feel call

2900
dropped.

The agent did not ""Plain relay to voice person There Is nat agent IMIh Ihis Id. Unable
03123104 4 and they did not understand what she WlIS lalking 03l23I04 to discU85 wIIh agent. No fUr1ller action

77340 about. possible.

CIUer could teUthe agent was chewing gum and ft
TBIked ID opemtor and he understood

03125104 21 was dlslrubtive Ind caBer could not concentrate 03I2SI04 that chewing gun was not permitted.
77410

on whalthey wore saying.

03130104 24
Customer states her calling from number sr-.

05117104
IT resuKs - LEC wor1<ing issue on the

3240K
incorrectly to relay. customer's end. Cased closed.
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Complaint Tracking for Illinois

A'IonI 2004
Tracking Dale of Cal.' Nature of Complaint Dale or Explanallan of Resolution

• Carnol. Campi. Resolution

Customer stated her daughter received harassing
Explained the procedure and oIfere<l04101104 21 obscene calls through reW3y. Wants to know Why 04101104

CA's continue to relay such calls.
then Sprint CS.

2934

Customer gave the agent the number to dial and Spoke with the agent and she stated

04105104 5 waited a few minutes. Customer then saw the light 04108104
there may haVe been prob.lems getting
conneded with the TTY u..... Shethat indicates the agent hung up,
understood the correct porcedure.

86210

Voice customer asked to speak to 8 8Upervisor. Spoke 10 agent who seid inbound
Agenllold custamer thaI she would ha... la can customer hung up. Reviewed proper

04105I04 5 relay customer service and ploceeded to giVe her 04106/04 procedures with agent Syterm timed
the number. Belore agenl finishe<l giving the nbr out before agent eould finiah giving

2185X
he disconnected the line. number. Agent did nOl hang up.

Caner is 8 receptionist for a relay center and said
agent announced caR 10 her and then assumed Reminded agent nollo assume but a~

04105I04 5 that she was a relay operator CaUer said she was 04105104 directly il person Is an agent. Went
not a relay ope_ - agent renounced the call over disconnect porcedures.

3231K
then hung up 00 callier.

Both CA's demonstrated corr'eCt
04106I04 3 TTY very upseIlhel operators are not li.lening. 04106104 porcedures invloved with disabling

293Q turbocode.

04110104 17
Cu.tomer complained that agent had _ him

04110/04
Unable to follow with either agent or

6942X during his previous call. custamer.

Customer gave the agent the number to dial and Agent is aware of disconnect
04114/04 5 the asked the calling lrom number. The customer 04114/04 procedures and 10 get a aUpervisor II

9008n
got upset and the agent disconnected caller. aomelhing like this occurs.

Voice perllOn calle<llor clarification on procedure CA recalled tf1is call and WiJs coachedwhen relay calla a _ness and asks the operator
on proper procedures with the person

04114104 5 illhey can hold. I explained the apr cannot gel 04/15104
requesting CA to hold. CA did not

involved bUt can redefine role. She slates the opr
d"aconnect the call.

9OO9n
just ignored '-.

VCO cuatomer experiencing problems maklng
long dislance calla from wor1< place lor pest two

Invalid Ticket number. Unable 10
04114104 33 weeks. No prablam In pest. Employer had Sprint 05104I04 resolve.

LD eecount but call will not go through Sprint

3289K
N_via lL relay.

Customer gave agent 800 number 10 dial, atates Coached agent to be careful to dial
04I2ll104 3 agent dialed 630 - no excuse for such a careJess 04128104 corractly and to attend to the area

00210 mistake. code.
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Complaint Tracking for Illinois

Mav2004
Tracking Date of Cat. , Nature of Complaint Date of E)(J)lanBtion of Resolution, ComPi. Compl. Resolution

VCO user saki she gave CA specifIC instructions
Coached CA to foflow customer05105104 3 on how to process the call and the instNCtionS 05105104
instructions when pl'ocessing calls.

2971 were not followed.

Customer ,laled thai she was upset that when
It was explained to the customer that

OS/25104 21 talking to her client, lhe client know some of the 05I2SI04
CA pratocol is lO relay the background
information either verbatim or in

conversation customer made 10 other people.
general to the TTY use"

2989

05109104 21
The customer 5l8ted that the agent sdded "I'll call

05l22I04
CA was coached on typing verbatim

5489
you tomorrl>ll' when their party had not said that. and not adding anr words.

VCO complainad that when she calls relay from
Supervisor shared this complaint with

05105/04 21 her business phone CA', .re not quick.bout 05105104
our trainer.

6995X
opening their handsets to hear her voice.

TTY user called 7\ 1 and the CA accused him of
Operator was advised that rudeness Is

05104104 5 dialing Ihe 800 voice number and told him to hang 05I04I04
not going to be tolerated and th.l she

up .nd call vis the 800 TTY nUmber.
denies this cuslomers right to place

9032N his call.

Tty user said they would like supervisor to call

05129104 5
them regarding CA disconnecting calls. She .Iso

06/04104
Coached on penally for hanglng up on

complained that a CA wasc~ gum but she customer.

5495
did not have the agent's number•.
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CapTel Compfalnts Illinois

0.111: of SI:ite t~i1\\lrr of Compl,lInt Explilft.\!lon of Resoluhon or Sliltoo. D~IE'

Comp!a,nt P10gf,'!11 Q, ~ol.ul

2/10/04

2/11/04
3/U04

IL

IL
IL

Dilling issue

Echo Sounds
DfsconnectlReconnect dUfing a cal(

Collected information via email and provided to tech
support. Tech support eonfigUled a change to enable
calls to that reaional numbe,.
Provided customer lips on echo.
Over the wire upgrade ImUlged and f8'Sol\'ed issue.

2111104

2111104
313104

3,14104 II

3117104 Il

3129104 II

41712004; IL
4/15104:

4120104
4I8JD4 IL

Disconnecl/ReGOnnecl during a call Expfelned to customer why thfl disconnections might 3/4104
be occurring and sent letter 00 tips to minimize

disconnections. Told customer to contaclus If have
further Duestions 0' DlobJemS.

DisconnecfReconnect dUring calls Faxed customer disconnectioo tips. Learned cuslomer 3117/04
has Call Waiting. Sent tax explaining how 10 blOCh:
that as 'Nell as other tlDS

Connection: Caplion~d call$ Advised customer to ro-set unit. OfscU$&ed set~up. Did 3/29f04
test calls. Test cllll5 for both outgoing and incoming
C8l1s successful. CS determined 'hat customer or
other parties were dialing 1800 relay number instead
of the CapTe! Captioning Service. Sent customer

Sound Quality PrOYid.d troubleshooting tiPS/5Upport ongoing. 4/8/2004:
Recommended audio jacJ\ handset. 4/1 SJ04;

4120104
DisconnectlReconnect during calls Sent leUer with dl!oCOnne~iontip. Attempted follow up 5126104

with eustomer 00 4. 23, 4129. lnrned customer on
busiM" travol. COfInoeted wtIh eustomer 5/26.
Refened case to teeh support for further Investlgationf
assistance wit\'l cuslomeT line Interference. Ongoing
assistenee from technical support 10 customer.

4123104 IL DisconnecllReconnact during calls Ext.nsi...e troubleshooting witl'1 customer. Test calls 4J29/04
with customar on 4126. Follow up letter sent on 4129.
R.eferred case to tech support tor furthor investigationf
assistance with customer line interference. OngOing
assistance a...ailable from lechnical aupport.

4128104 IL Billing Issue Long dishlnce captioned clIll'$ Mil not be blUed to 4126104
customer until rt'$ re$Ol....d.

513/04 IL Unablo to mah captkmed calls 513104
during part af the ewning of SJ2/04. Re~lved o...ernighl by CBptioninQ Cemer'lechnieians.

5,13/04 IL Unable to make captioned ca~ Resol...ed overnrghl by Captioning CenterfTec:hnlcians. 513/04

during part of the evening of Sl2/Q.4.

5110/04 IL DisconnectfReconne<::t during cells; Emeilad tips to reduce echo and disconnectfreconnect 5110104

Ec\'lo Sounds to customer. Cuslomer wfli contact us if need tUOher
5t11f04 IL DisconnecllReconnecl during ealls Mailed tips to reduce dir.c:onnectlreconnect to 5/11104

customer. Customer will contact us tf need funher
assistance.

5/14104 IL OisconnecllReconnecl during Customer got filter for DSl & recetved Disconnection 5117/04

callsfDTMF Tone Interference tipsfMM and Kurt put CU$tomeT in Voicernllil
dalabea•.

5116104 IL Disconnect/Reconnect elurlng caUs Sent email ell:plaining 'emedlt6 on how to reduce Il'1e 5118104
occurrence of disconnecllreconn.ct. Customer will lei

l.t$ know if need further 8sslstance.

5125104 IL Billing Issue long distance captioned call5 will not be bllJed 10 5125104
customer unUI it's resol.....d.

512.8/04 IL DisconnectlReconneet during calls Did inItial troubleshooting to find what was causing 5131104
dl&connectlon. Sent Disconn8etion tips. Ongoing
suooort to cU5tomar avatlable.



SITAe
Illinois TelecOITlInunieations Access Corporation

300] Montvah· Urivr': • Suile [) • Springfield. IIlil1"i~ 62704
Vn'TY 800-1141-(>167 • Vn'TY 217-698 4170

FAX, 217-698-0942

June 28, 2005

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12'h Street, SW, Rm. TW-B204
Washington, DC 20554

Overnight Mail: Airborne

-----_ Exhibit S
Complaint Log 2004

RE: CG Docket 03-0123
andDA05-1681,
Released: June 16, 2005

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

• The State of Illinois' Sprint lRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1,2004 through May 31, 2005,
that aUege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

• Annual Tally Report with total complaints by category.

A 3.5 diskette containing the Annual Complaint Log and Annual Tally Report is also enclosed.

In addition, Illinois Commerce Commission staff reported that no TRS or CapTel complaints
elevated to that agency from June 1,2004 through May 31,2005.

-------_._------- -._-_._--_._----_. __ .._--_._-----_.------
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June 28, 2005

Please contact me if you require any additional information.

Sincerely,

Patty Kress,
Assistant Director

cc: Emma Danielson, 1l1inois Account Manager, Sprint Relay (without disk)
Christy Pound, llIinois Commeree Commission (without disk)
Joan Howard, Illinois Commerce Commission (without disk)
Dana Jackson, Federal Communications Commission (via email)

Enclosures: Attachment #1: Four Copies of Annual TRS Complaint Log and CapTel
Complaint Log

Attachment #2: Four Copies of Annual Tally Report
I - 3.5 Diskette
I - Copy of FCC Public Notice DA 05-1681



"~)PUBLIC NOTICE
Federal Communications Commission
445 12" 51. S.W.
Washington, D.C. 20554

--- ._-------

News media Information 202/418-0500
Fax-On-Demand 202/418-2830

lTV 202/418-2555
Internet: http://www.fcc.gov

fin·fee.goY

DA 05-1681
Released: JUDe 16, 2005

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT

THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE FRIDAY, JULY 1,2005

The Federal Communicalions Commission's Consumer & Governmental Affairs Bureau reminds
Slates and telecommunications relay services (TRS) providers that they must submit their annual
consumer complaint log summaries for the 12-month period ending May 31, 2005, on or before
July I, 2005.

To assist the Commission in monitoring the service quality ofTRS providers, the Commission
requires state TRS programs and interstate TRS providers to maintain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards. t State TRS
programs should report al1 complaints made to the state agency. as well as those made to the
state's TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, or IP Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early warning system to
the Commission or possible service quality problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has appropriately addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables states to learn how other states are resolving
complaints.2

Complaint log summaries should inetude information pertaining to complaints received between
June I, 2004, and May 31.2005. Complaint log summaries shall include, at a minimum, the
number ofcomplaints received that allege a violation of the federal TRS mandatory minimum

I See Telecommunications Relay Services and Speech-to-Speech ServicesJor Individuals with Hearing and
Speech Di.abi/ilie.,. Report and Order and Further Notice ofProposed Rulcmaking, FCC 00-56, 15 FCC
Red 5140, at 5144-5145. para. 9 (March 6,2000) (Improved TRS Order); 47 C.F.R. §64.604(e)(l) (TRS
"mandatory minimum standards" requiring filing ofconsumer complaint logs).

'Improved TRS Order. 15 FCC Red 5140. at5190-5191, para. 122.



standards, the date of the complaint, the nature ofthe complaint, the date of its resolution, and an
explanation oflhe resolution:'
We note that according to the data presented in the state complaint log summary submissions for
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or
more of the Commission's mandatory minimum standards for TRS, Over seventy-seven percent
of all complaints alleged violations of the operational mandatory minimum standards and
stemmed from the interaction between the calling party and the communications assistant (CA).
We therefore remind TRS providers and state administrators that their CAs must, among other
things, be knowledgeable ofTRS procedures, follow customer's instructions, and continue to
keep callers informed about the progress of their call.

All filiogs must refereoce CG Docket 03-123. States and interstate TRS providers who choose
to submit by paper must submit an original and four copies of each filing on or before Friday,
July I, 2005. To expedite the processing of complaint log summaries, states and interstate TRS
providers are encouraged to submit an additional copy to Attn: Dana Jackson, Federal
Communications Commission, Consumer & Governmental Affairs Bureau, 445 12'" Street, SW,
Room CY-C417, Washington, DC 20554 or by email at Dana.Jackson((i)fcc.gov. States and
interstate TRS providers should also submit electronic disk copies oftheir complaint log
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97
or compatible software. The diskette should be submitted in "read-only" mode and must be
clearly labeled with the State or interstate TRS provider name, the filing date and captioned
"Complaint Log Summary."

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight
courier, or by first-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor, Natek,
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the
Commission's Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002.
The filing hours at this location are 8:00 a.m. to 7:00 p.m. All hand deliveries must be held
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should
be addressed to 445 12th Street, SW, Washington, D.C. 20554. All filings must be addressed to
the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 It' Street, SW, Room TW-B204, Washington, DC 20554.

The full text of this document and copies of any subsequently filed documents in this matter will
be available for public inspection and copying during regular business hours at the FCC Reference
Information Center, Portals II, 445 12th Street, SW, Room CY-A257, Washington, DC 20554.
This document and copies of subsequently filed documents in this matters may also be purchased
from the Commission's duplicating contract, BCPf, Inc., Portals II, 445 12" Street, SW, Room
CY-B402, Washington, DC 20554. Customers may contact BCPl, Inc. at their web site
www.bcpiweb.colTl or call 1-800-378-3160.

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fcc504liilfcc.gov or call the Consumer &
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public
Notice can also be downloaded in Word or Portable Document Format (PDF) at:

) See 47 C.F.R. § 64.604 (e)( I).

2



For further infonnation regarding this Public Notice, contact Dana Jackson, Consumer &
Governmental Affair.; Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418
0597(1'TY), or e-mail Dana.Jackson(ilifccJl9-".

-FCC-
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2004 - 2005 Illinois CapTel Complaints
Ir::o'--at'--e-o""feo=-m-p"7la"7in""".t-•. INature of Complaint 'IOate of Resolution' lE;xplanation of Re~olulion.·. I

.. d'" ••••.' Jun-04

06/3/04 Accuracy of captions 6/7/2004 Apologized for experience noted. Explained procedure captionists use to
generate captions; suggested future documentation of CA number should
accuracy concems arise in another call.

6/16/2004 Accuracy of captions: captioning 6/21/2004 Apologized lor experience noted. Shared customer's expressed concern
speed with call center personnel. Customer service asked for examples with call

errors with CA numbers and dates of calls to discuss with the CA.

6/24/2004 Disconnect/reconnect during calls 6/24/2004 Explained to customer why the disconnections might be occurring over the
phone and shared with her some suggestions on how to resoive them.

6/30/2004 Billing issue 6/30/2004 Explained billing situation to customer.

6/30/2004 Disconnect/reconnect during calls 6/30/2004 Customer added comma (,) after code lor call waiting block. Customer
confirmed all is well now.

Jul.Q4
7/6/2004 Disconnecl/reconnect during calls 7/6/2004 .. Sent customer information explaining the difference between a CapTel

phone and a traditional phone. Explained to customer why
disconnect/reconnect may be occurring and sent tips to reduce their
occurrence.

7/12/2004 Disconnect/reconnect during calls 7/13/2004 Tech support sent over the wire upgrade to enable prompts making
consumer aware of when disconnect'reconnect occur during the call.
Information share on why disconnects can happen.

.. .... .... . i'C"';" " .. ' ........ . '. .. .' . . '.; .i< ...' Aug-D4
8/3/2004 Disconnect/reconnect during calls 8/23/2004 Alter initial troubleshooting, customer reports the problem is resolved now

that she has moved it to another telephone jack.

8/5/2004 DTMP Tone Interference 8/23/2004 Tech support adjusted DTMF tone pass through. Confirmed that the
resolution was successful.

8/2712004 Disconnecl/reconnect during calls 8/27/2004 Emailed explanation of disconnect/reconnect. Asked customer to contact
customer service if problem continues.

Sep.Q4



Oct~

9117/2004 Account login failure 9/17/2004 Unit's account activated. Unil now operational.

9120/2004 Answer Time 9/20/2004 Informed customer that the CapTel service experience a unusual call surge
that slightly affected the answer time. We apologized for any
inconvenience. Answer time for the day was met.

9/20/2004 Answer Time 912012004 Explained to customer that dialing string stayin9 in initial screen may be due
to an unusual call surge that slightly affected answer time. We apologized
for any inconvenience. Answer time for the day was met.

9/21/2004 Disconnect/reconnect during calls 912112004 Mer initiallroubleshooting, customer's case and information about their
experience has been given to technical support for further investigation with
phone provider. Ongoing assistance available to customer from tech
support.

9/2212004 Disconnect/reconnect during calls 9124/2004 Tech support enabled reconnect prompt for customer to be aware of status
of connection. Customer will now see <reconnecting> prompt when a
disconnection has taken place and call is being reconnected.

'.
/

'.' .
Oct~

101512004 Disconnect/reconnect during calls 10/512004 Sent customer information explaining the difference between a CapTel
phone and a traditional phone. Explained 10 customer why
disconnect/reconnect may be occurring and sent tips to reduce their
occurrence. Customer said they will centact Iheir phone company to have
them check the quality of phone line.

10/1412004 Disconnect/reconnect during calls 10/2212004 Telephone jack was detective. User moved CapTel to another jack and
incidence of disconnect/reconnects ended.

1011912004 Disconnect/reconnect during calls 1011912004 Gave customer tips for alleviating disconnections over the phone.

1019104 Disconnect/reconnect during calls 10/22/2004 Advised customer to ask local telephone company for line quality check.
Enabled <reconnecting:> prompt to alert customer to disconnect/reconnect
in progress.

10/2212004 Echo sounds 1012212004 Advised user of steps to minimize/eliminate echo. User took steps during
call and echo stopped.

. ..1_.. 1"1;"



11/1/2004 Disconnectlreconnect during calls 111112004 Gave customer tips for alleviating disconnections. Customer noles she has
a security system and planned to explore the impact of this system.

11/5/2004 Accuracy of captions; speed of 11/5/2004 Contacted customer for further detail. Forwarded the complaint detaii to call
captions center director for foliow up with the CA. Captioning speed weli about FCC

requirements.

11/18/2004 Disconnect/reconnect during calis 11/18/2004 Gave customer tips for alleviating disconnections. Customer to contact
phone company to have them check phone line quality.

11118/2004 DisconnecUreconnect during calls 11/19/2004 Explained to customer why disconnect-reconnect might be occurring and
sent letter with tips to reduce their occurrence. Also suggested contacting
phone company to check the quality of the phone line.
Disconnect/reconnect rarely occurs after the phone company checked the
quality of the phone line.

1112212004 Disconnect/reconnect during calls 11/22/2004 Gave customer tips for alleviating disconnections. Customer to contact
phone company to have them check phone line quality.

,,' ",'" " Dec~4

12/10/2004 Disconnect/reconnect during calls, 12110/2004 Gave customer lips for alleviating disconnections, and tor alleviating echo
echo sounds sounds of user's voice. Customer to contact phone company to ensure line

quality for data transmission purposes.

1212012004 Disconnect/reconnect during calls 12/20/2004 Explained to customer why disconnect-reconnect might be occurring and
sent email with lips to reduce their occurrence. Suggested contacting
phone company to check the quality ot the phone line. Sent informalion
explaining how EMI and routing of calls can aftectthe quality of the data
connection.

1212712004 Dialing issue 12128/2004 Technical support corrected re9ional800 number. CapTel user can now
successtully make captioned call to these 800 numbers. Remedy provided.

• ',' ",' '" ,>.;.;,,',">i', .,..•. '.... ">" ,', . ,ii',' " '. ",'Jan-llS

11112/2005 rDisconnecllreconnect during calis 1/14/2005 rEXPlained to customer why disconnectlreconnect might have occurred I
during captioned conference call and sent email explaining what causes
.. ..



disconnect/reconnect.

1119/2005 DMTF Tone interference 1/19/2005 Tech support adjusted DTMF tone pass through. Confirmed that the
resolution was successful.

1/2112005 Echo sounds 1/21/2005 Software update provided along with lips on how to reduce incidence of
experiencing echo sounds. Customer confirmed echo resolved.

112812005 DisconnecVreconnect during calls 1/31/2005 Sent letter to customer with information on what can cause disconnections
and provided suggestions for alleviating disconnection problem.

. '. ........ .... .' ..'<>. .....• . ..... •• ·· ...... ·.•...··.<i •. '.' . ... Feb-05
2/11/2005 Disconnect/reconnect during calls 211112005 Customer advised of cause and tips to minimize/eliminate

disconnecVreconnecl. Customer will contact telephone company.

2/15/2005 DisconnecVreconnect during calls 2/15/2005 Explained to customer why disconnection/reconnection might be occurring
and sent email with tips to reduce their occurrence. Advised customer to
contact their phone company to assess quality of line.

2124/2005 Accuracy of captions 2126/2005 Collected custome~s feedback and said that shared the complaint detail
with CapTel service management staff. Also recommended customer to
provide customer service with problematic call details, including CA number,
time and date of call. Sent customer letter explaining captioning process.
thanking them for feedback, and advised them to contact us if they
experience future incidents.

. i· .' ..•• ii· '" . .; .... .. Mar-05
1~I.of'" /"Iflf1C in:_______H ____ _ _ .~ .... ' __ __Il_ I ... toO i t,,~ II , ......... .,. i ... _ ~, J: _____ J., __ f..._._ .....,, __ ... J.L_ ,- --' .., , __ ..1•• __ a I



will install a new wall jack. If disconnect/reconnect continues, they will
contact phone company to check the quality of the line. Phone tech tested
line from custome(s apartment, found no problem, but did replace wall jack
as it had been painted over and seemed not to be in perfect condition. Also
respliced wire connections to assure good connection. Test calls between
tech and customer were satisfactory. Customer satisfied at this time.

3/15/2005 DMTF Tone interference 3/15/05,3/21105 Tech support adjusted DTMF tone pass through. Confirmed that the
resolution was successful.

3/28/2005 Inability for CapTel users to reach 3/28/2005 Reported problem to toll free network provider. Problem resolved the same
the data toll free number morning. Customer service representative confirmed with customer that

they are able to make calls.

3/28/2005 tnability for CapTel users to reach 3/28/2005 Reported problem to tolllnae network provider. Problem resolved the same
the data toll free number moming. Customer service representative confirmed with customer that

they are able to make calls.

3/28/2005 Inability for CapTel Users to reach 3/28/2005 Reported problem to toll free network provider. Problem resolved the same
the data toll free number morning. Customer service representative confirmed with customer that

they are able to make calls.

3/28/2005 Inability for CapTel users to reach 3/28/2005 Reported problem to toll free network provider. Problem resolved the same
the data toll free number moroing. Customer selVice representative confirmed with customer that

they are able to make calls.

3/28/2005 Disconnect/reconnect during calls 3/2912005 Customer service sent suggestions for alleviating incidence of
disconnections, and then sent follow up suggestions for contacting phone
company. Also advised progressive unplugging of devices from phone line
to determine whether a specific device could be a potential cause of
disconnection on the line.

.' ",,', .. ",.. ' .......... :< >,"0':'." ">,:<. .' Apr..()5

4/11/2005 Billing issue 4/1112005 Explained billing situation to customer.

4/18/2005 Disconnect/reconnect during calls 4/21/2005 Explained cause of disconnecUreconnect and suggested customer ask local
phone company for line check.



4/20/2005 Caller 10 shows number but nol 4/20/2005 Explained cause of disconnect/reconnect and suggested customer ask local
name phone company for line check.

4/2212005 Disconnect/reconnect during calls 4/22/2005 Shared with customer information explaining the difference between a
CapTei phone and a tradrtional phone. Explained 10 cuslomer why
disconneclion/reconneclion might be occurring and sent email with tips to
reduce their occurrence.

4/2212005 Incoming Connection - Captioned 4/29/2005 Tech support identified and remedied the circumstance with a system
Calls change on 5125105 and customer was notified.

4/29/2005 Incoming Connection - Captioned 5/212005 Tech support identified and remedied the circumstance with a system
Calls change on 5/25105 and cuslomer was notified.

. ,;';. ,..'. ..... •..... ..••;..u•.••..; ''c'' ..•.... .".'. .....:..... ....; .. .. . ..... May.QS
5/212005 Disconnect/reconnect during calls 519/05, 5125105 Cause and potential remedies of disconnect/reconnect explained to

customer. Customer asked to log time/date of problem calls for further
investigation. Tech support identified and remedied the circumstance with a
system change on 5/25/05 and customer was notified.

514/2005 Disconnect/reconnect during calls 514/05, 5125/05 Cause and potential remedies of disconnect/reconnect explained to
customer. Customer asked to log timeldate of problem calls for further
investigation. Tech support identified and remedied the circumstance with a
system change on 5125105 and customer was notified.

5/5/2005 Disconnect/reconnect duling calls 5/5/2005 Sent customer information explaining the difference between a CapTel
phone and a Iraditional phone. Explained 10 customer why
disconnectlreconnect may be occurring and senlletter with tips to reduce
their occurrence. Also suggested contacting phone company to check the
quality of their phone line. Cuslomer later reported satisfied with CapTel
performance.

5/1212005 Disconnect/reconnect during calls 5/13/2005 Explained to customer why disconnect/reconnect might be occurring and
send emaH with tips to reduce their occurrence. Customer later confirmed
all is well.

5/2712005 Dialing issue 5/27/2005 Technical support corrected regional 800 number so Cap Tel user can
successfully make captioned calls to 800 number. Remedy provided.



Date of CampI. Nature of Complaint· .. ..• .. .. .. . . .. Date of Resolution Explanation of Resolution . .

6/12/2004 Customer explains CA did not follow her 6/12/2004 Apologized and told customer that the supervisor would be notified.
Instructions. The customer states she specifically Supervisor met with CA to review procedures and follow customer's
told her not to announce or explain relay. The instructions.
instructions were ignored. The customer wants
the CA's supervisor to write a lelter explaining the
action that is being taken.

06/14/04 Agent 5125 was said to be "rude", didnt respond 0611BI04 CA coached by supervisor to keep users informed throughout the call.
with any info and hung up on the caller. Thanked CA was also coached on proper disconnect procedures. No further
caller for the notice. No follow up. follow up needed.



iDate of Compl. Nature of Complaint .. . '> ...
Date of Resolution Explal'lationof Resolution . .., .

07/01104 Caller was upset because SRO CA was not responding. 07/01104 Asked TIY user if they would like to be transferred to customer service.
CalJer kep asking CA if they were there and there was no TIY agreed. Transferred call.
response. Apologized to TTY user and advised them SRO
may have been having technical difficulties due to servers
or delayed response.

07/01104 Customer states she was very specific in her instructions, 07/06/04 Apologized. Advised the supervisor would be notified. Pulled operator for
and the CA did not follow them. The customer advises she a discussionh. Operator remembered this call and the circumstances.
told the CA to tell the receptionist to get a specific person The operator asked for the specific person requested, and was
on the line so she could speak to her directly. The connected to vo/cemail by the receptionist. On the call back, operator
receptionist transferred the customer to voicemail. The asked for the person, and the receptionist put call through again to
customer is extremely upset that her request was not voicemail anyway. Reminded operator of the absolute importance of
followed, and she wants the supervisor to contact her by following customer's instructions.
email or try to discuss this matter further.

07/05104 TIY user made a call, when done they wanted to leave a 07/10104 Apologized to customer. Customer does not require follow up. Reviewed
message on another phone number. Customer stated the situation with CA. CA is aware that at no time should he hang up on a
CA hung up on them. customer, however he does not recall anything about this situation.

07123104 Voice person called to VCO user and told operator it was a 07/30/04 Told the customer this information would be passed to their supervisor.
VCO. Operator did not process the call correctly. VCO CA was coached on proper procedures. CA did follow standard
kept saying GA GA GA GA and the operator did not set up procedures for this call. No further contact requested by the customer.
the call.

07/23/04 VCO caller had a note in CDB that the FD # was for VCO 07/30/04 Apologized for the problem and said I would have the CA's supervisor
to TIY. VCO asked CA to dial for VCO to TIY but CA did review DCB and FD procedurs and I dialed the call using FD.
not use FO. CA asked for NBR to dial. Unfortunately, even though I had locked the calli got inbound disconnec

'ust as call rang out so call was not completed. CA was coached on FD
numbers and procedure to follow when name given and no phone
number. No further contact requested by customer.

07/31104 Customer said that the agent was too stupid to understand 08116/04 Apologized to the customer for the time and trouble. Customer does not
to dial the Chicago Illinois directory assistance with the are request follow up. CA coached on proper procedure. CA followed
code she gave the agent (312). Instead, she dialed the procedure.
wrong area code and was also rude to the VCO user.



Date of Compl. Nature of Complaint ...• ..... . Date of ResoltJtiQn Explanation of Resolution '.

08102104 TTY user made a call and was on hold. After the macro 08102104 Supervisor apologized for inconvenience and told it would be forwarded
finished CA typed "{what OJ''. The TTY user explained to appropriate center.
what 0 meant and after waited for a CA to re-send holding
macro. Operator did not send any message or holding
macro. TTY user tried to find out if they were still on hold
but CA did not respond.

08/04104 Customer was not satisfied with operator's knowledge of 08104104 Apologized to customer. Operator was coached on proper call
procedure. In customer notes it says do not type the ans processing procedure.
machine recording, so the operator sends "go ahead and
leave message," then operator types "no answer".

08106/04 Customer was calling an 'outbound answering to leave a 08124/04 Apologized to the customer several times. CA coached on proper
message as the CA was leaving the message he did not answering machine procedures.
send any macros and did not let the customer know that
he was leaving it.

08/06104 Customer called the relay to file a complaint against 08/16/04 Apologized to the customer. CA coached on proper procedure. Sent
another CA and requested a supervisor. CA failed to email to customer.
Inform the customer that she was receiving assistance so
the customer decided to file a complaint against CA 5148
as well.

08106/04 Caller said agent did not follow their instruction for the 08116/04 Apologized for the problem and sent the complaint. CA advised to follow
call. customer instructions.

08115/04 IL VCO customer says that when she was given the "GA" 08/23/04 Apologized for the problem and explained that a complaint would be
to leave message she did so then agent told her she was written up and sent to this agent's supervisor.
redialing to leave message. She had already left message
and wondered why agent was redialing to leave message.

08/19/04 TTY user called in complaining about the service on Sprint 08123/04 Apologized for the service. Discussed call with agent. While customer
Relay Online. Agent 7909F diconnected the call. Customer was speaking, agent received red disconnect box. Advised agent that if
was very disappointed in SRO but when on to say that it she had a problem with a call, to contact a supervisor at that time.
might be a problem with the actual computers in the
centers.

08119/04 TTY user complained about service on Sprint Relay 08123/04 Discussed call with agent. Advised agent that if she had a problem with
Online. Agent 1116M disconnected their call. a call, to contact a supervisor at that time.



08123104 Customer was upset that the CA would not answer why 813012004 Discussion with CA. CA handled call correctly.
the CA did nol receive the nbr the first time.

The CA did do the call correctly. There is no consumer contact info for
follow up.

08125104 VCO unable to dial 800 number through IL Relay with MN 08/30/04 Apologized for problem encountered advised complaint and trouble
operator. Line always busy. Operator tried for 90 seconds. ticket would be entered. Tech called. Made test calls onto the fioor and
Customer states it is very unlikely the line was busy for all connected each time.
that length of time. VCO customer believes the problem is
with specific call center.

08125104 VCO customer unable to dial BOO number via Relay. 08130104 ApologiZed for problem encountered. Advised complaint and trouble
Number is for entire state of Illinois but call would not go ticket would be opened. Tech stated that line had been disconnected
through using Regional 800. and no longer in service.

Center dealt with issue. There is no consumer contact info to conduct
follow up.



Date of CampI. Nature of Complaint· . . ........... ... .. Date of Resolution Explanation of Resolution
10/13/04 veo CALLER COMMENTS; "Agent 4040f didn't respond. 10/26/04 Agent 4040f didn't remember this particular call. However, the agent was

I waited one minute before she sent the number I was coached on veo call procedures and was reminded to signal with her
calling. I vOiced again, and this agent didn~ respond. She red cup if she needs assistance.
doesn't know what she is doing." Response: "Thank you
for your feed back. I will pass this information to the call
center manager for follow up."

10/14/04 Nature of complaint: CA played game with me by typing 10/16104 Met with operator and she couldn't think of any reason why she would be
too fast, then too slow. I called her a bitch and told her irs delayed on her typing unless there was garbling on the screen. She
an emergency. Call my dad. I interrupted her and called understood she was to dial out numbers and respond properly and will
her a bitch. She ignored me. What's up with her. Is she continue to do her best. e-mailed customer1 0/19/04 and informed her
sick of me? Response to customer. The supervisor will be that we met with the operator. Thanked the caller. Faxed to SC Relay
happy to documentlhis situation discussed with the CA 10/15/04
mentioned. Apologies for the inconvenience this caused.
Is follow up necessary? yes e-mail

10/20104 Nature of complaint: Voice caller gave CA a number to 10/27104 Agent was coached on proper procedures.
dial, eKplained her mom is VCO and may answer with an
agent. Dialed outbound said go ahead (not responsive)
said go ahead again, then hung up. Voice caller said
what's going on, redial agent redialed. The outbound VCO
ans. Go ahead (no response?) Inbound was upset and
hunt up. Response to customer:Apologized to customer.
Informed her this would be forwarded to the agent's
manager. Is follow up necessary? no

10/26/04 nY CUSTOMER COMMENTS: "I gave agent 5150f a 10/26/04 Agent 5150f followed proper procedure.
number to dial. I don't believe she reached a nY. The
operator dialed the number and got a voice person. I don't
believe agent 5150f dialed the number given." CSR: "My
apologies for this problem. Would you like a call back afte i... ". -~"

10/29/04 Caller says her Caller 10 Block is not working. Her number 05/28105 Called on 617 at 10:07 AM, 6/15 at 10:13 AM, 6/16 at 12:09 PM and
is being transmitted even though her number is there was no answer nor a answering machine. Contact is closed.
permanently blocked in the relay system. RCS response: I
apologized for the problem and opened IT 100 1641264
Follow up is required for problem resolution.



10129/04 TTY CUSTOMER COMMENTS: "Agent 1545 told me DA 11/01/04 Agent 1545 followed procedures when informing this customer that DA
is not allowed through relay." CSR: I Apologize for your was not allowed from their calling area, per computer message.
inconvenience. I will be sure to inform the agent's
supervisor for follow up.

10/31104 VCO CALLER COMMENTS: "I asked agent 1630fto dial 11101/04 Agent 1630f followed proper procedures when informing the customer
DA The agent told me the computer would not allow that the computer message states "DA not available from this area."
dialing to DA: CSR: "My apologies:



Date of Compl.l Natore of COmplaint IDate. of Resolutloh.lE;xp1ahalkm of Resolution
11102/04 !The line was answered by a recorded ans machine. CA did! 11/22/04 leA followed proper procedure.

not gender it because it was a recording. The nY user
asked if it was a male or a female voice on the answering
machine and the CA would only tell her that it was a
recorded message, not M or F.

11102104

11/05/04

11/10/04

11/11/04

11/23/04

11/24/04

Frustrated with Relay Online. It takes a long time for the
agent to type back, also the agent thinks the TTY had hung
up when they are still there.

Customer was upset about the delay for VCO users. She
was also upset about her frequenUy dialed information.

Customer reports CA dialed number requested then CA
typed "hold now transferring". Call was received by Relay
Customer Service. Customer does not understand why call
was transferred to Relay Customer Service and no
explanation why CA did so. CA did not follow instructions.
Customer reports continual problems to CA's and requests
all CA's be trained properly.

Agent did not keep VCO caller informed and kept typing
(VR msg left) GA or SK. The caller was never given the
chance to say what this msg was. Caller asked to speak to
supervisor and was disconnected.

Voice person told operator that the VCO would answer
with hello. VCO hung up.

I tried calling my deaf mother who is a VCO caller. I told
the operator she would answer VCO. The operator did not
listen and did not put the call through. Instead they said it
was a voice caller answering and hung up.

04115/05

11/05/04

12/09/04

11/11/04

11/29/04

12/14/04

Account Manager is aware of customer's concerns.

Thanked the customer for complaint and apologized. The customer was
upset with the responses of thank you and sorry and she disconnected.

Apologized for problem encountered. Advised complaint would be
forwardd to Act Mgr.

No CA ID provided. Unable to determine CA's location.

CA coached on proper VCO and disconnecting procedures, and how to
handle a request for a supervisor.

Met with CA; said the remembered the call. Also said she got confused
when VCO answered the phone. Went over call steps with CA. CA
Iproperly demonstrated correct knowledge of call processing at end of
CA refreshed regarding proper procedure.



Date of CampI. Nature of Complaint
,

.,'" ' , ,;, '" ." Date of Resolution Explanation of Resolution ••• ' " , .",
12/02/04 Was told by agent 3893 thaI its not possible to transfer 12102104 I explained that due to limited technical capability Relay cenlers is unable 10

him to Sprint accl mgr Also, wanted to placed a TTY to transfer to Sprint Acct Mgr and provide him Emma Danileson's phone nbr I
CAPTEL. Since several agents would not be able to also attempted to explain that TTY to CAPTEL is not possible thru Relay, I also
place the calls and others were able to. Even he was refered him to Emma as to Why Relay can not process TTY to CAPTEL for
told that this type of call is not possible and yet some further explanation. The customer did not request a follow up.
agents were able to process the call. He had to instruct
the agents how it work in order for agent to place the
calls.

12/06/04 CUST SAID THERE WAS A LOT OF GARBLING. 05/31/05 Agent does not remember call. Reviewed procedures with agent.
THEY ONLY GOT "CRACKING UP" THEY GOT
HUNG UP ON. CUST STATED, WHEN SHE
ATTEMPTED TO INTERRUPT THEM CA WOULD
IGNORE HEFt I APOLOGIZED FOR HER
INCONVENtENCE AND TOLD HER SHE WOULD BE

1

CONTACTED.

;12106/04 Agent did not follow customer's instructions to let 12/10104 Agent attempted to explain to customer that relay sends a macro With IRC in it.

!
outbound TTY customer know it was IL relay and to lap Agent did no! think to just not send the macro and instead to type out Illinois
keys so outbound would know to use TTY. Thanked Relay Center to customer Coached agent to ring for sup if confused by
customer and said I would forward their comments on. requests.
No follow up needed.

12109104 Customer stated that this agent did not follow his 12114104 CA does not specifically recall this particular call. CA was coached on proper
instructions. The customer specifically told the agent procedure regarding" do not announce and do not explain"
not to announce or explain relay and the agent
explained relay anyway. Apologized for the problem
and assured that the complaint would be sent in as
stated so thai the problem could be investigated
further.

12125104 Agent did not let customer know what was going on 12/25/04 Person that answered phone was not familiar with relay and hung up. Agent lei
during call; no response from relay. Apologized and customer know person hung up and there was no response from the TTY
sBld woulo follow up With agent and let customer know. user. After appropriate procedures were followed with no response from the
customer would like a phone call regarding outcome; TTY user the agent hung up.
however. no phone number was provided by TL taking
the complaint.



Date of Compl. Nature of Complaint . . ... Date of Resolution Explanation of Resolution .

01104/05 Agent dialed wrong number Apologized for 01/05/05 CA 1831 was not working at that time.
inconvenience and would pass on to immediate
supervisor No follow up needed with customer.

01108105 Agent dialed wrong number Apologized for 01/08/05 Agent could not remember call. Reviewed proper procedures with
inconvenience. Customer will call back for follow agent. Customer called back at 2:21 pm same day. Told customer that
up. procedures were reviewed. Customer was satisfied.

01/09105 Customer said the message was garbled after the 01/09/05 Operator was questioned about this. Garbling sometimes happens, and
number was given to dial. Customer said the when it does, the operator should fill out a trouble ticket - this was
message remained garbled throughout the rest of explained to the operator
the call (Customer notes said to disable turbo-
code). Apologized to customer and said a This was not the operator's fault. As no trouble ticket was submitted, the
customer contact would be filled out and sent to problem could not be checked.

01/16/05 A person called to say that when dialing her 04/07105 I made several test calls to this number and reached the mother
mother at 708·946-3320 she was being connected directly. She said that her daughter has called her and it was working
to the Illinois Relay Service. When I made a fine. It must have been during that time when her LEC was having
couple of test calls to the number I got a recording problems with their network. The case is closed.
saying, "We're sorry your call cannot be completed
as this time. "I suggested she call her LEC as
well.

01/17/05 FL voice caller using ILRS toll free number and 03/04/05 Called the customer on 6113 at 3 PM, 6/14 at 11:15 AM and 6/14 at 4:45
711 from FL, unable to use her prepaid An PM. Left a message each time with my number for the customer to call
calling card, to reach IL TTY number but can call me back. Have not heard back from her yet. Case is closed.
number direct. Customer checked with An ppd
CS/Supervisor, who got same response. I test
called through ILRS with CA and the card verified
595 minutes left to use but only got 2 beeps after
ringing 3 times to number I was unable to connect
to the same number direct with card. I spoke with
An ppd CS who said it appears to be routing
issue with LEC. I was able to reach a different
number using the ppd card dialing direct.
Apologized for problem, referred customer to
check with LEC also. n#2313537 Customer
wants contact with resolution.

01/18/05 TTY customer stated that the operator refused to 01/25/05 CA coached on proper procedure for disabling turbo code and reading
disable turbo code per database instructions ALso database notes.



stated that when they gave the operator a number,
the operator would send sk and send (UR MSG
GARBLED) macro and then disconnected. TTY
customer felt that there was no garbling and the
operator was just refusing the call. Customer does
not wish further contact. Thanked customer and
apologized for the situation.

01/18/05 Tried to call in to SRO numerous times. Kept 01/19/05 Met with agent, and she remembered the call. Agent stated that the
reaching agent 9022F. She wouldn't place the call customer kept calling thru Ihe French-Creole gate requesting to place a
and gave him a hard time about it before hanging regular English to English call. She informed the customer that she
up on him. He said this happened five times. could not follow up with her request. Let agent know that if a similar
Apologized for inconvenience. No follow up situation like this one were to happen again, to get a supervisor so they
needed with customer. can inform the caller that they are reaching the wrong gate.

01/23/05 TTY user reports that agent did not process call 01/25/05 Agent does not remember call. Reviewed proper procedures with agent.
per instructions. Requested agen tto leave typed
msg on ans mach but agent did not respond to
TTY user's questions & did not keep caller
informed then disconnected without sending "ur
msg left." TTY user was unsure if msg was
received or not (apologized for problem
encountered) Customer did not request contact

01123/05 CA would not give name of person on the 01/23/05 Letter sent to customer. No response received.
answering machine. Apolgized for inconvenience;
said would let the CA's supervisor know. Custome
would like follow up by mail.

01/24/05 Voice customer said that she had placed a call to 01/24/05 No CA 10 number provided for follow up I apologized for the rude tone. I
her Grandmother who is a VCO user. She said the also explained how CAs are to remain transparent on calls and cannol
CA would not answer her questions or let her become involved in conversations. I also suggested in the future that if
know if the message had been transmitted okay. she does not get the CA 10 number when placing the call, she can ask
She said the CA told her she could not be part of at any time during Relay for the ID number and CAs are required to give
the conversation. She said the CA had a rude it.
tone, was not helpful and would not answer
questions directed to her. Customer did not have
the CA ID number



01/26/05 VCO user complains that agents should be able to 03/07/05 sent an e-mail to the customer explaining our policy that agents cannot
tell them what was said after a call has hung up, tell them what was said after the hearing party has hung up. The
as vital information may be lost. I apologized for customer stated that she is aware of our policy, but is concerned about
the problem, explaining relay is bound by stringent situations where the TIY user has gotten garbling in the last thing said
guidelines and contracts we must adhere to. by the hearing party and then doesn't get to follow up on a request by
Customer does want contact from account the hearing party. The hearing party would not know this happened and
manager. it could cause problems for the TIY user. Customer still feels that this

policy could be changed.

I communicated with the customer via e-mail about our policy and she
stated that she is aware of our policy. but is concerned about situations
where TIY user has gotten garbling in the last thing said by the hearing
party and then does not get a follow up on a request by the hearing
party. The hearing party would not know this occurred and it could
cause problems for the TIY user. Customer still feels that the policy
could be changed.



Date of Comol. Nature at Comolaint· '.' ...... ..... <.. '< ". ." •.•... Dateot Resolution Explanation of Resolution . . .

02/01/05 Customer advises the operator was rude, and the pinnacle 02/03/05 211/05 and 2/3/05 - Mel with oper and she did not recall telling the VRS
was when the operator told her to shut up. The customer interpreter to shut up; however, she did have a firm voice tone. Informed
stated she explained that there cannot be a tty to VRS call. her of the consequences of being rude to customers and to be aware of
Apologized. Follow up requested. her voice tone. Also coached her that we do not process TTY to VRS

calls. Emailed to VRS explaining the resolution on 2/3/05.

02/04105 IL veo user dialing IL TTY number complains she keeps 03/25/05 I spoke with customer's daughter who informed me that her mother
getting cut off by relay for her incoming calls. She can not received a CapTel phone and she loves it. This has resolved her
communicate with her family. I apologized, provided the IL problem and it has worked out well for her. She thanked me for
VCO number, suggested she answer her calls as "Hello following up with her.
veo GA," and agreed to enter a trouble ticket. In test
calling her number, caller was unable to receive any typing.
Referred her to the state equipment program to have her
equipment looked at. TT#2354490. Customer does want
contact with resolution.

02/16/05 Autistic student is being taught to become independent and 02116/05
calls to a toll free number for his bus transportation. The CA
did not USe reg 800, rather she told the customer the 800 Discussed issue with CA who did remember the call. CA states that they
number could not be accessed from the calling area. This weren't sure what the TTY was requesting with ·shortcuts· so CA asked
happened twice. The teacher was assisting the student. The caller to Clarify what they meant. CA also states that per customer
student also typed instructions: no shortcuts. A previous CA notes, CA followed different procedure to try to reach number given
told them that would ensure the CA didn't type (different #800). Went over procedures with CA regarding dialing #800).
abbreviations, The CA told the customer she didn1 know CA is aware of how to do #800 calls. Also suggested different phrases
what he was talking about. The call was frustrating for the to use when CA did not understand caller instructions.
student and the teacher. Student needs consistency.
Apologized. AdVised our standardized customer notes
would say no abbreviations. No follow up.

02125/05 Illinois tty customer complains that they could not read 03/03/05 3/3105 at 7:OOpm Met with Opr and reminded her of how to adjust typing
agent's typing. They could read customer service clearly. speed in order to decrease garbling. Opr now understands. Cust did not

request follow up.

02128/05 The agent didn't use reg 800. The customer's instructor was 02/28/05 Agent did not remember the call. Supervisor coached agent on regional
overseeing several calls & states its "frustrating to reach 800 procedures.
agents who do not know regional calling procedure. It
seems to be a problem with the "6" center." The student is
dependent on bus transportation, and he needs to become
confident in using his tty to contact them. Apologized.
Recommended that the customer ask for a supervisor when
the problem happens again. No follow up.

.._ ... L ....... ..." ..... .,-_._-_..



.Date of. Camp Nature of Complaint Date ofResolution Explanation of Resolution
03104105 Customer gave agent the number to dial and the agent 03/05105 CA heard TTY tones while the call was rolling over voice and ASCII

never responded to the customer. After several minutes lines. CA immediately switched to the TTY line in hopes to capture TTY
the customer hung up. I apologized to the customer and text across the screen however, to no avail, the attempt failed. The
informed them would let the agents' supervisor know. customer disconnected the call according to CA. The above mentioned
Customer wants a follow up by phone call. complaint confirmed CA's statement. Had the TTY user stayed on a few

more minutes, the connection would have been made. Details of the
follow up call with TTY customer is pending.
I could not get a hold of the customer via phone. Called and left
messages on TTY user's answering machine on 3/4 @ 16:55, 3/5 @
10:15 and 14:15. At the last attempt in reaching to the customer, I left a
msg briefly explaining what was discussed between supvr. and operator
and left our office nbr. if the customer has any further questions to ask.
This complaint is officially closed. 3/5/05

03105105 Customer states that the CA hung up on them before 03105105 Spoke with CA 1710 about this issue. He did not recall hanging up on
their call was placed. RCS apologized for the problem. anyone. He said he had waited the appropriate time and showed
No follow up requested. knowledge of correct disconnect propcedures. CA remembered having

a couple of those around the time the complainl was taken. For some
reason the dialing information must not have been received by CA 1710.
He does know proper procedures for disconnection without a supervisor
when he was questioned.

03/05105 Customer states that CA disconnected them before their 03/05105 The agent does not remember the call. The agent reviewed the proper
call was placed. RCS apologized to customer. No follow disconnect procedures and was advised on the consequences of
up requested. deliberately disconnecting calls. Agent understood.

03107/05 Customer told agent phone would be answered VCO. 03/07105 Coached agent on proper procedures connecting VCO call.
VCO customer answered and said GA several times and
agent did not get call connected. Apologized to customer
for inconvenience.

03/07105 On 314105 customer gave agent 8982M number to dial 03113/05 Met with and discussed this complaint with CA. The CA apologized for
and the agent never responded to the customer. After the incident and thinks the problem in contributing to the delay in
several minutes the customer hung up. Supervisor response time was the headset that wasn't working properly when the
apologized to the customer for the inconvenience and call dropped in. A new headset was given to CA to prevent possible
informed them he would let the agent's supervisor know. problem from recurring. Will follow-up with the customer soon and let
Customer did request a call back. the customer know about the incident and apologize for the

inconvenience we've caused.
I have attempted to reach the customer several times. I left a message
this morning giving a brief description of the complaint and that is has
been followed up with the CA. The CA understood the reason behind
the complaint. Left the phone number if the customer wants to call and
ask questions.



103/09105 CA was asked to contact supervisor and refused to do 03115105 3115/05 Discussed complaint with CA 1463F CA said the call was in
so. CA also failed to inform caller that everything is typed Relay mode and the Outbound voice person wanted to speak to a
to the caller. Caller felt that CA was being rude. Caller supervisor The CA typed what the person said, the Inbound TTY did no
would like to be contacted. agree to a supervisor. The CA did inform the voice person that

everything was being typed. Supervisor Mari was plugged in for 1/2 hour
on this call and verified that the CA did follow correct procedure and was
not rude. The TTY user also complimented the CA after the call for
handling the call so well.

Called consumer on April 5th and closed the issue with her.

03/16105 Customer Complaint: VCO customer reported that the 03/16/05 Coached agent on proper VCO procedures.
CA did not 'elthe hearing person know when it was their
turn to begin speaking. They just sit there and wait and
wait and do not reply. Customer Service Response:
Apologized for inconvenience and told her the report
would be sent to the call center supervisor. No follow up
requested.

03116/05 Customer Complaint: VCO caller said that the veo 03/16/05 Reviewed proper procedures with agent. Agent demonstrated proper
branding is nDt working consistently, and CA is nDt knowledge of branding calls VCO if needed and proper knowledge Df
following notes that indicate they are veo customer. veo procedures.
Kept typing their CA 10 number and "voice or type now",
but never heard her giVing the number to dial. Customer
service response: Apologized to the customer for the
Inconvenience and explained the dropped branding may
be due tD technical problem. CA 10 number was proVided
to track the dropped branding locationlcall center. The
number alsD was not branded and nD note appeared
during call to CS. Rebranded the VCO and added note,
"veo CUSTOMER" Provided Accl. Mgr. contact number
and email address. No follow up requesled.

03117105 veo customer found it very frustrating when the agent 03117105 eA # 1408M not assigned to any currenl agent. Unable to do any further
was not able to set up veo call correctly the first time. I followup.
suggested her number to be branded as VCO and she
then stated that she had her number branded many
times and Sprint for whatever reason continue to "lose"
her branding. She was frustrated to having to constantly
request her number to be branded. She wants her
number 70B-366-2323 ext nbr 166 to be permanently
branded. I apologized and assured her that her number
will be branded and this issues will be forward to
appropriate personnel for resolution and for branding. No
follow up needed.



03117105 At 1030 am the vee customer stated that when she 03117105 This was not agent's error as the agent remembered the call clearly.
called into relay and got agent 6720, she typed 'veo pis" When the agent attempted to open the gate to hear the vee user, there
and she got the typed message from the agent, "the was only "dead air". Agent re-sent the "voice now" macro several times
number you're calling to". VCO expected the agent to to open the gage. Eventually the customer hung up.
open up the line for her to provide the number however
this agent ask for the number twice before it "dawn" on
the agent that she is a vce customer. The vee
customer find this very frustrating when the agent does
not immediately set up a VCO call. Apologized to the
customer and assured that this will be forwarded to
appropriate personnel for a follow up with this agent. No
follow up needed with vee. (Customer did not come in
branded-see other customer contact for branding issue)

03125105 The voice person attempted to place a call to a vee 03125105 The call was placed using the same agent 1252F. The agent was
customer at 954 am and stated that the agent 1252F did observed setting up the call correctly however it was a vce who
not set up the vee call properly which was frustrating. displayed unfamiliarity with Ihe relay set up. Several attempts were
Apologized for the inconvenience and offered him my made to prompt the vce to speak to no avail. Agent displayed
assistance in processing his call. No follow up needed. familiarity in vce call set up.

03/30/05 Agent disconnected call while voice person was talking 03/30/05 Checked schedule and CA 1212 was not working on 3/30105, the date
and never let the vee user know what happened. the customer contact was created. Contact did not specify the date and
Thanked caller for infonning us said would pass on to time of the actual call so follow up with CA was unable to be performed.
appropriate supervisor. No follow up needed.

03130105 Speech to Speech customer reported that CA 04106/05 Agent does not remember this call but is aware of correct procedures
disconnected his call when second CA took over the call. for taking a call over and the consequences of disconnecting a call. No
The CA did not inform him that another CA was taking ans wlfollow up call at nbr proVided. 414, 4/4, 415
over the call (apologized for problem encountered and
advised that the problem could have been technical
apologized for any inconvenience). Customer requests
contact.



Date 'of Com[) Nature of Complaint •
.. . . Date of Resolution Explanati[)n of Resolution .".

04/07/05 Agent did not gender on answering machine. Thanked 04/07/05 Coached agent on importance of gendering. Called customer back at
caller. Caller would like a call back at number given. 8:45 pm on 4/6/05. Told customer that agent was coached on issue.

Apologized for the inconvenience.

04/08/05 Customer stated that she works as therapist in the 04/08/05 Spoke with agent. Agent clearly remembered the call. Agent questioned
Pscyhiatry and Behavioral Health in Mt Sinai Hopsital in whether to put call through as 911, but customer did not request 911 ,
Chicago. She stated that she was informed of a suicidal only raquested to leave message. Agent not at error. Called customer
call made thru relay the evening before (7th of April). The back at 3:30 pm on 4/11/05. Left message on ans mach. Called
call was placed at 932 pm with agent 6079 leaving customer again at 4:32 pm on 4/14/05. Left message on ans mach.
message in their ans mach. She wanted to know if Called customer third and final ~me at 11 :06 am on 4/15/05. Left
emergency personnel was contacted in this situation and message on ans mach explaining that CA followed proper call
the procotol of such situation. I explained the relay procedures. Left my number in case customer would like to speak to
protocol that the agent can not initiate the emergency me. Contact closed.
protocol unless the caller initially stated the call being
"emergency". I offered her to be transferred to customer
service for further assistance. Follow up needed.

04/16/05 Customer Ihought the agent had hung up on them. 04/16105 Spoke with agent. Computer showed the inbound hung up. Agent
Wanted supervisor to talk with agent to find out and let he informed the outbound caller and the computer timed out. NOT AGENT
know. Thanked caller for feedback. ERROR. Informed customer of findings. Matter resolved to caller's

satisfaction. Caller thanked supervisor and was happy the mailer was
settled.

04/16/05 Agent asked the caller to repeat when the message was 04/16/05 Coached agent on disabling turbocode to clear up garble.
garbled. Caller was upset that she had to repeat. Thanked
caller for feedback. No call back needed.

04/18/05 Agent hung up on me. Thanked caller. Customer would 04/18/05 Agent meant to switch to VCO; hit wrong button and disconnected caller
like a phone call regarding outcome of the situation. instead. Coached agent. Called customer at 5:45 pm to explain what

happened; customer satisfied.

04122/05 VCO customer states that supervisor hung up on her but 04/22/05 I called 847 544 4334 and left a message last week and called back
she did not get the tD number. Customer states that when today, but was told it was a wrong number and that there wasn't anyone
she asked for supervisor ID number, the supervisor hung by the name of Annette Owens who worked there. I cannot follow up
up on her. Customer wants a call back Immediately with this customer due to the wrong telephone number. This case is
tonight. closed.

04/24/05 Asked operator 9151 to place a call and instead of dialing 04/24/05 Met with agent, did not remember the call. Agent stated he would not
it, he hung up on customer. Thanked customer for her hang up on a customer. Informed agent on the severity of hanging up
feedback and told her we would follow up on this with the on a customer, which can lead to and including termination. Quality
correct center. Customer would like a call back with manager spoke with customer with a follow up on the resolution.
resolution.

04/25/05 Customer stated this agent hung up on her, she says the 04/25/05 Met with agent, stated did not remember this call, however, sometimes
CA asked 'VCO or tvoe now" then she oat no reSDonse. calls come in on voice line and I do proper procedures by announcing 2



Incidentally the person laking this complaint says that she times, switch data line, and if no response, i announce again on voice
could hear the customer saying "hello, are you there, why line, then disconnect if no response. Customer only proVided name.
aren't u answering". So there may be an issue with the Therefore, no further investigation an be done.
customer's equipment. Customer provided name only. Did
not provide address or email address. FlU can not be
done without appropriate informalion.

04/25/05 Voice customer concerned that her son who uses Braillex 04125/05 Customer calls are answered based upon last known answer type. In
is haVing equipmenl issues and connecting with 711 is multiple user households, the last user 10 dial the relay service would
inconsistent. Customer has been working with local determine how Ihe call was answered at the call center. Customer
telephone co and equipment provider. Customer a/50 should contact manufacturer for further assistance.
wants the relay technician to check this. Apologized for
problem and suggested she may want to check with the
Braillex manufacturer for advice and informed her that I
will ask the relay technicians to look into the issue as well.
Enlered n 2514079 No contact from AM, but requested
relay tech to call her.

04126/05 CA dialed sent ringing macro then paused. I typed "what 05102/05 Coached agent on keeping customer informed; coached to ring for
happened?" Relay refused to answer me. Hung up on me supervisor if needed. Called customer 4/29/05 at 2:07 pm - no answer
for no reason. Apologized. CA would be met with and Called customer 5/2105 at 2:23 pm - no answer Called customer 5/2105
supervisor would call back. at 7:10pm - bUSy Attempted to reach customer 3 times; contact closed.

04/28/05 At 1215 pm yesterday, customer stated that the agent 04/28/05 Attributed to technical problem since I was able to observed his call and
asked for the calling to number. Customer stated that he our computer did not identify E Turbo. Agent followed proper procedure.
is using a E Turbo and the number should be shown on
the dialing to window. Staled that in the last couple days a
the 5 calls placed, only one agent was able to process his
call without having to provide the number. Apologized for
the inconvenience and also stated that our screen did not
identify him using E Turbo. Unable to obtain his phone
number in order 10 put into Trouble Ticketing system. No
follow up needed.

04/28/05 TTY customer said thai the operator disconnected him. 04/28/05 CA said that he accidentally hit Fl that it was not intentional. Coached
He had just given the number to dial and his line was CA on being especially careful and alert to avoid accidents.
disconnected. I apologized and told the customer that I
would follow up with the operator. No follow up necessary

04/28/05 The customer stated that in the last couple days the agent 04128105 Reviewed proper E turbo procedures with agent.
would not process E Turbo call. Agent had to ask for the



I calling to number. Out of 5 agents only one agent did not
ask for calling to number. Felt that there may be an
additional training needed On this aspect of call
processing. Customer could not specify the day and Ume
of occurrence with this particular CA. Apologized to the
customer for the inconvenience this may have caused
also I explained that our screen did not identify his call as
E turbo so a technical problem may be the reason. Unable
to obtain his phone number in order to put into Trouble
Ticketing system. No follow up needed.

04/28/05 The customer stated that in the last couple days the agent 04f28/05 Reviewed proper E turbo procedures with agent.
would not process E Turbo call. Agent had to ask for the
calling to number. Out of 5 agents only one agent did not
ask for calling to number. Felt that there may be an
additional training needed on this aspect of call
processing. Customer could not specify the day and time
of occurrence with this particular agent. Apologized for the
inconvenience this may have caused also I explained that
our screen did not identify this call as E Turbo so a
technical prOblem may be the reason. Unable to obtain his
phone number in order to put into Trouble TiCketing
system. No follow up needed.

04/28/05 TTY user stated that agent 1242F hung up on her. 04/28/05 Spoke with CA and she remembered the call. She stated she did not
hang up. She said the inbound kept saying "I don't understand what you
are saying". The CA asked for the number to dial a couple of times and
the Inbound (VCO on this call) just kept saying "I don't understand what
you are saying". CA stated the inbound hung up. CA received the
disconnect flag. (possible garbling issue)

Tried to call on 4/29 but it rang, then didn't, no answer, no machine, just
dead air. Tried calling back later and got busy signals. Will try again nxt
wk.

Tried calling again on 5/17 & 5/18 (she has the same issue on ticket nbr
K641277788 and has submitted several complaints recently with the
same issue). I can not connect with her, phone rings, then goes dead.

This consumer has called several times recenUy with the same issues
(CAs hanging up on her). When I call her back, her phone rings, then
goes dead, no person, no machine. I had Emma with Sprint try to
contact her since they are both in the same state; she was unable to as
well. I



04129105 A IL TTY user called to say the agent hung up on her 04129105 Made 3 attempts to contact customer. Each lime something picked up
before the call even began. ReS: Apologized for the but no response. There was no ans mach to leave message on. The
handling of the call. Contact wanted from Agents contact attempts time and date were as follows: 513/05 9:10 am 5/3105
Supervisor 3:00 pm 5/4/05 12:45pm All eastern standard time. Met with agent

stated did not disconnect customer went thru proper procedures:
announced twice on voice line, switch to data line, it automatically
switched back to voice line, announced twice again, switched to data
line, it automatically switched back to voice line again then disconnect.
The agent is aware of the consequences of disconnecting calls if not
done by procedures.



Date of Compl. Nature of Complaint . .. ... Date of Resolution Explanation of Resolution . ,

05/01/05 The customer states the agent hung up on her for no 05/01/05 It appears that the consumer may need a bit of coaching on use of VCO, i
apparent reason. Her notes say vea or type; it's branded it also appears that something is wrong with her phone line On April
VGO. The customer said she typed the word "type: and 28th, I got the same issue from the same person (see K64657971). I
the line disconnected. Apologized. Explained to customer tried to call her, but the phone rang, then goes dead. No answer, no
that it could have been a technical problem. Explained CA machine, no more ring. The phone co wont let me report it because they
would jeopardize his job by disconnecting a call Follow up told me that "the consumer needs to contact the phone company." I've
requested. been trying to call the consumer since the other day, and I can not get

through so I'm going to close this ticket, I would have closed the other
but it is pending in CS Live and I can't get in it (but I did make a note in
there the other day).

05/01105 A TTY customer called to complain that the agent 05/04105 Made 3 attempts to contact customer. Each time something picked up
disconnected her in the middle of her call. Apoiogized for but no response. There was no ans mach to leave msg. The 3 attempted
inconvenience. Follow-up requested at number prOVided. contacts were as follows: 5/3/059:10 am 5/3/053:00 Pm 5/410512:45

pm Met with agent stated did not remember call but would never just
disconnect a customer. Was coached on the importance of not
disconnecting a call without going through correct procedures.

05102/05 Customer states that the agent hung up on him. Thanked 05/04105 Attempted to contact customer 3 times. Each time something picked up
caller for letting us know and informed them that we would but no response. There was not ans mach to leave a msg. The 3
forward this to the appropriate supervisor. Follow-up attempted contacts were as follows: 5/3105 9:10 am 5/3/05 3:00 pm
requested. 5/4/05 12:45 pm Met WIth agent staled don't remember call however was

coached on the proper procedure for disconnecting calls.

05/08/05 Customer was upset cuz she was trying to call her 05/08/05 Told customer that I would fill out a customer complaint and have
daughter at 312-255-1980 who is a VCO user and for customer service research the issue cuz I did nolthink that the Sprint
some reason after the CA pressed F9 the voice user cld Relay SVC was aware that we cld not get immediate credit anymore.
not hear her daughter speaking. It was a LD call and she She swears this is only an issue that occurs when the MRS center is
was upset that she was charged for calling her when it processing her calls through IL relay. I also gave the woman the
was a problem with our equipment. The CA tried calling customer svc nbr and my name and my ID nbr. She would like
the aPR to get immediate credit, but the aPR informed immediate credit for this call that was billed to her. The call occured at
her that due to new procedures she needed to wait till she 10:10pm on 05/0B/05. Please contact this woman regarding what you
received the bill from ATT before she could dispute it. The have found out. This was not an issue caused by the CA 1460. I
caller was very upset and started to become rude. I witnessed the call and she processed to according to procedures.
apologized for her inconveince but to pis not be so rude.
She was upset that I was the supervisor and I cld not I called and left msg, reiterated what other rep told her about contacting
credit her immediately. AT & T when she gets the bill.

05/09/05 TTY user stated that CA hung up on him/her and wanted 05/09/05 Met with CA and he did not remember ever hanging up on a customer
to know where the CA was located. I told her I had and knows never to do so.



documented that CA hung up on her and that the CA
would be coached regarding this matter. Customer wants
a follow up via phone.

05110/05 Agent disconnected caller. Thanked caller will follow up 05/10/05 Spoke with agent. That was first time agent had caller was when handed
with agent. Transferred to customer service upon request. phone ot me to speak with caller. Agent does not believe they have ever
No follow up call needed. hung up on the customer. Reviewed proper procedures with agent.

05110/05 Agent hung up on caller on 5f7105. Thanked caller for 05/12105 Discussed call with agent. Agent does not remember this call and is
feedback. Will pass info on to agent's supervisor. certain she did not disconnect this call. Agent is aware of proper
Transferred to customer service upon customer's request. disconnect procedures and of the consequences of disconnecting a
No call back needed. caller.

05/10/05 Agent hung up on caller on 5f7105. Thanked caller for 05/10/05 Agent does not remember this call. Reminded agent of call processing
feedback. Will send to agent's supervisor. Transferred to procedures.
customer service upon customer's request. No follow up
call needed.

05112105 CA was transferring to customer service and I got 05112105 I was the one who spoke to her earlier her complaint wasn't that she got
disconnected. Explained to customer that sometimes disconnected when she was transferred to customer service it was that
when transferring and apologiZed for inconvenience. Said I the outbound caller was disconnecting her. She asked me why and I told
would forward to appropriate center. Customer wants her I did not have that information. She asked for customer service so I
follow up TONIGHT if at all possible. I told customer I transferred her. The outbound person she was calling was picking up the
could not guarantee follow up tonight. phone and hanging up without saying anything so the agent typed (line

disconnected) I then explained to her that the call was answered and
hung up without anyone saying anything when I could not explain why ,
she wanted customer 5elVice. No follow up with agent necessary as
disconnect was from outbound.

This consumer has recently made several complaints of the same nature
when it is really the people she is calling hanging up on her. I have tried
to call her after each one of her complaints. However, her phone rings
and then goes dead, no answer, no machine, no more ring. It is not
possible to contact this consumer.



05112105 Inbound TTY upset because the CA interrupted her by 05112105 I apologized and explained that the CA accidentally hit comp and said I
dialing out before she was finished typing. She stated she was sorry for the frustration. When I attempted to check the COC and it
needed to have an SSC operator to place her call and I again interrupted her I explained what I was attempting to do and told her
asked for clarification on whether she wanted an operator that I was very sorry, that I wasn't expecting it to dial out because on a
or if she just wanted us to use that long distance carrier. long distance call I would have needed to choose a carrier before dial
While she was typing her response I was attempting to out. I explained that since the number was local and not long distance
make sure that that long distance company was offered in she would not need a long distance carrier and that I was sorry that she
the COC before changing agents and the call was local was interrupted. She was upset about having been interrupted again. I
and not long distance so it automatically dialed out when I apologized. The inbound typed a message and hung up.
was on the line as well, interrupting her again. The
inbound was very upset and felt like both the CA and I
were rude in interrupting her while she was typing. Follow I called several times, endiess ring, no answer, no machine.
up requested.

05112105 Inbound TTY said that agent 1779 disconnected her call. 05112105 I apologized and told her someone would contact her with follow up.

Spoke with the CA. She does not remember this particular call but stated
she has not hung up on any of her calls and is aware of relay procedure
that you are not allowed to disconnect without supervisor approval.

I tried to call her several times, it rings, then goes dead, no person, no
machine. This consumer has recently called with the same compliant
and I never can get a hold of her.

05123105 A voice customer called to complain that the agent was 05123105 Customer did not request follow up. We apologized to the customer for
rude and did not follow instructions. She had called her the rudeness and explained that agents are allowed to relay questions
deaf grandmother and when her grandfather answered the back to the caller. I acknowledge this and the case is dosed.
phone and the relay call was announced, he asked who
was calling. The agent refused to relay the question back
to the caller. Apologized for rudeness. Explained that
agents are certainly allowed to relay that question back to
the caller. No follow-up requested.

05/26/05 This contact was originally prepared on 5123105 Ticket # 05126105 CA said she announced the call but the person did not acknowledge that
K645599955 Delete original with this duplicate A voice he had received a relay call before so she did not type his questions. She
customer called to complain that the agent was rude and was not aware that he was the Grandfather. Coached CA On familiarity of
did not follow instructions. She had called her deaf service question and the possibility of using judgment to determine
grandmother and when her grandfather answered the acknowledgment.
phone and the relay call was announced, he asked who
was calling. The agent refused to relay the question back
to the caller. Apologized for rudeness. Explained thl
agents are certainly allowed to relay that question back to
the caller. No follow-up requested.



05/27/05 Agent disconnected call before receiving the number. I 6115/2005 Sent an e-mail to customer informing them that supervisor discussed call
apologized to the cust for the inconvenience and informed with the agent. The agent is aware they are not to disconnect calls at
the cust the complaint has been documented. Will follow anytime.
up with cust via email.

05127/05 Voice caller in facility, complains calls disconnect after a 05127/05 Account Manager acknowledged customer's concerns. Contact is
few minutes when calling his VCO girlfriend. Apologized closed.
explaining there may be lime limits set to cause the
disconnect, and encouraged them to check with the staff
to have local telephone company check the lines as well.
n# Entered 2583407 No contact.

05/29/05 VCO customer said she had received a call from her 05/29/05 No Follow up was requested. Trainer met with agent and coached the
daughter and the Agent did not type everything that her agent on the importance of relaying everything and making sure the VCO
daughter said and cut them off. The daughter called her bridge is open when processing this type of call.
back and her daughter told her that the agent had not
typed everything. The customer also said the agents
typing was very poor with bad spelling. I apologized to the
customer and told her that we would follow up with the
agent

05130105 A VCO customer called to complain that the agent 05/30/05 Coached the agent on the importance of typing the entire answering
disconnected the caller after reaching an answering machine message and following proper procedures. No follow up was
machine. Apologized. Customer spoke with supervisor requested.
Brian, who also apologiZed. No follow-up requested.
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June 21,2006

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12'h Street, SW. Rm. TW·B204
Washington, DC 20554

Overnight Mail: DHL

l.. Exhibit S
Complaint Log 2005

,

RE: CG Docket 03-0123
and DA 06-1175,
Released: May 3 I, 2006

Dear Ms. Dortch:

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies
of the following:

• The State ofll\inois' Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1,2005 through May 31, 2006,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

• A summary with the total number of complaints received between June 1,2005 and May
31,2006.

A 3.5 diskette containing the Annual Complaint Log and summary is also enclosed.

In addition, Illinois Commerce Commission staff reported that no TRS or CapTel complaints
elevated to that agency from June I, 2005 through May 31, 2006.
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June 21, 2006

Please contact me if you require any additional infonnation.

Sincerely,

~
\.'-..,),~~.-at~~

Patty Kress,
Assistant Director

cc: Emma Danielson, Illinois Account Manager, Sprint Relay (without disk)
Christy Pound, Illinois Commerce Commission, ITAC/ITAP Liaison (without disk)
Pam Gregory, Federal Communications Commission (without disk)

Enclosures: Attachment #1: Four Copies ofAnnual TRS Complaint Log and CapTel
Complaint Log

Attachment #2: Four Copies of summary of total complaints
1 - 3.5 Diskette
1 - Copy of FCC Public Notice DA 06-1175



Illinois Relay Service - June 1. 2005 thrQugh May 31st, 2006

1. Total Number of TRS complaints: 161



Complaint Tracking for IL (06/01/2005-05/31/2006). Total Customer Contacts: 161

Tracking __ Date of Agent 10 Cat. , Nature of Complaint Date of Explanation of Resolution
Comol. Comol Resolution

K0410306376 01/03106 unknown .29 Cus-tomer Complaint Customer reported that all 01/03/06 She stated that her mother got a CapTe! unit and they
persons calling to her molher~~who is a veo bought a separate CaUer 10 so her mother can see
customsr, no catler 10 ever transmits when calCing who is calling before picking up the phone. This
lhrough II Refay. All the numbers do transmit when resolved this issue.
dialed direct without relay. Provided allihe numbers of
persons that call to her mother and mother's phone
number. Customer SeNice Response: Apologized for
the problem and told her iI tro~e tld<et would be
entered (TT# 951009). Also explained ttlal CaUer 10 Is.
not guarant8t'd to work 100% of the time through
relay due '0 many variables. Does reqUttst follow up
call.

K6.11409315 01/17106 NlA #07 Accuracy 01 captions 01/17/06 Customer shared feedbaCk regarding accuracy of
captiol"l$ and captioning speed. CSR apologized for
incidence and thanked customer tor the feedbaet< and
informed CUilomer that the feedback would.be shared
with appropriate captioning saNies staff. Suggested

K6411414761 01/19106 N/A '29 Captions· stop in middle of call 01120/06 Referred customer to contact ITAC fOf a replacement
unit due to a number of fadOtS reported.

K041141.660 01/19/06 NlA 107 Captions. Lag too far behind voice 01/20106 Customer shared feedback regarding captioning
s.peed. CSR apologized for incidence and thanked
customer for the feedback and informed cuslomer thai
the feedback would be shared with appropriate
captioning service slaff. Suggesled OJstomer
document the da

K64f0637f77 01126106 UNKNOWN t60 IL Voice caller complains She received s.cam call via 01126106 Educated customer on purpos.e of relay seNice.
SIP for her ad selling puppies.. Apokigized explained
purpose of relay. No contact wanted.

Michelle adding resolution

K6.fOS.0.39 01127/06 6205 103 The customer stated she asked the agent not to type 01/27/06 Apologized to customer and assured her this would
~ga to sk." She requested to leave the "sk" off and just be forwarded to the appropriate supeNisor.
type -ga. ,. After the cal! ended she esked the agent



why thEy typed "sk" snd lhe /Ill""t disamnected. The voice caller said "ready to hBng up" and the age
Customer requesls follow up through e-rnai!. typed this per our poiicy. Also, when the inboUnd

hangs up our m3ClO includes GA TO SK
automatically. T11ese fotk)w OUr -verbalim and
appropriate macros standards and the macro cannot
be changed. Apologized 10 c.Vitamer lhrough e-mail
and explained our policy. Let cystomar know she
could e·mail back with any darificatfons she may
need. Listed as- No1 Agent ErroL.. agent dld
everything according to procedure. E-maU sent

!
Wednesday, February 1st

K6410842912 01/30106 8B89F 1I03 Customer Complaint: caller requested that the agent 01130106 Supervisor coached CA to contad supeNisor if have
dial -Laon" on her FD list The agent typed fhere was any problems with FreQUenlJy Dialed list problem$..
no number and asked her to repeat se-veral times.
Neller dialed out to the number on her FD Jisl for
"Leon". Customer Service Response: Apologized for
tn8 inCOnvenience and lold her the report. would be
sent to the caU center supervisor. Explained that cs
could add a nole to her COB to say, "Uses FD
numbers", 60 the agent WQl.lkl understand where to
look when &he asks for a number by name. Added
note. No follow up requested.

K641141314S 01131/06 N/A #25 DisconnectJReconnect during calls 01131106 Sent customer information explaining the difference
between a CapTeJ phone and a traditional phone.
EJ(plained to customer why
disoonnection/reconneclion might be occurring and
sent letter with tips to reduce their occurrence.

K6411946014 02106106 NfA #33 Billing - General 02106106 Sel up customer's preference for long distance carril
of choice in the system. Confirmed this resol'Ved
customer's experience.

K84'1940026 02107/06 NlA #33 Billing: ~ General 02107106 Sel up customer's preferred long distance company
the system and everything is wonting fi~ now.

K6411399816 02f{)9/06 2432 F #0' MI "ITY user complains on recording agent did not let 02110/06 Agent was coached.
them know what was going on, jU&1 kept typing
hoJdmg and refuHd to transfer to supervisor.
Apologized. explair'\ed a.gent is trained 10 k.eep
customers informed and fMt some holding lWnes can
be very long. Explained I would inform the agent
supeMsor for foJ/ow up wilh agent. No contact
wanted.

K6411939611 02110106 NlA #29 Dialing Issue - Unable 10 dial regklnal800 number 02110106 Technical Support made an adjustment allowing



I CapTel user to succe$5fU:lly make captioned call to
regional 800 number

I K6411946766 02/20/06 NlA . #33 Billing - General 02/20/06 Technical Support provided a temporary resolution.
Worlting With cellular pro",der to identity a permanent!

resolution.

K6411948271 02121106 NIA #21 Compliments for CAJService OV21106 Customer shared with CS Representative that they
ate so grateful and thankful for the CapTeJ phone ant
sel\lice and appreciated a~ the assistance in setting
up the Caller 10 and answering madline (eatures wit1
tho CilpT01 phone.

K64119589&4 0V23/06 NlA #29 Techntc&1 ~ General 02123/06 Technical problem identified. Resolutkln believed 10
be the solution in progress.

K6411924917 03/06/06 5446 #17 CA was rude to customer by not answering the 03106106 Re-assigning to correct center.
question at '\why lhey had outbOUnd hang up after
getting lots or garbling" Customer wanls CA 10
apotogize and CA ignored the que5Uon. Agenl did net remember tJ)e iflCklent bUt was waUl!

on the proper procedures. Agent was reminded to
report any techniCal difficulties that may result in
d~connectingthe call- The agent was als.o reminde<
o1the con&eQuenCi8S 01 disconnecting call!5.

-
I

K6412571358 03106106 NlA #29 Captions ~ stop in middle of calf 03106106 ApOlogized to customer for experience and thanked
them for feedback. Told customer thaI information
woufd be forwarded for further investigation and foU

K6411925863 03106106 8697 '29 Customer being blocked from making calls through 03106/06 CaUed twice on April 7 and the fine rings once and
RelillY. Getting error message aboUt lD CaRier then disconnects.

Apologiloed tor the problem and openea Treubla Cuslomer sent me an emaN to let me know thai he
Tidl:et 10 1276846. Follow up reqUired for problem has. not had problems with it rerently. I asked him t
resolution. let us know if it happens again.

K6412572479 03107/06 NIA '29 Technical ~ General 03/07/06 External network provider Cfealed a software soM
that remeated incidence.



K6411931215 03109106 8569 #18 CA did not listen carefully. Customer asked 10 be 03109106 CA was met with by her team leader on 3/9/06< The
transferred to blUing department. CA typed ilnswering learn Jeader caached 'he CA to pay more attention
machine recording as "Karen and Billy" when it Should when typing messages to the customer6. Also. wher
have been "Karen ill billing." typing recordings or answering machines. if the

message is unclear CA. was coached to type
(UNSURE) ralher than guessing as to what was sai(
CA nrnmisec1 to listpn more r:::rrefullv.

K6411935264 03/09106 6193 #24 A ....oice customer complains that she has had 03/09/06 Technician made test calls with the customer and
intennittenl trouble reaching her VCO mother recenlly. there were no problems.
Sometimes the agents tell her Ihe line rings once then
disconnects. She and her sister have made fest calls
with and without relay and mOIl of the time, they get
through, but the problem has not ..anishecl entirety
and their mother ill frustrated. Apologized for
inconvenience. Opened n 1298948. Follow-up
requesled.

Internal Update Perfotmed

I
K6412615149 03110/06 N/A ·#29 Technical· General 03113106 Technical problem identified. Resolution resolved b

network vendor software change.

K6411936427 03/10106 unknown #26 Customer states that she Is getting garbling on aU of 04/10/06 A child answered the phone and hung up on me
her relay calls and now people are telling her thai her twice.
voice is breaking up and they cannot hear her. ReS
response: Apologized for the problem and assured

I called and letl a message for the customer to cornlhat a trouble ticket would be fumed in to the tachs.
CaN back requested Trouble Ticket 1305799 me.

The cuslomer staled it is better now and rarely
experiences garbling. She. (flanked me for following
up with her.

K6411963260 03/13/06 unknown #29 IL veo user complains her callers can not hear her 03/13106 CA staled that she remembers this customer h3vin
when using her cordless phone with her TIV device. problems beirlJ heard. We checked wilh other CAs
Apologized, explained I wdllet the techniCians know who have worked on that position and nobody is
the problem. Entered n 1313817 Customer does having problems wirh veo users nol being heard.
want conlad with resolution. 3/13106 - 4;45 pm MST -Iried to call Ms Brink agai

through the Relay· no answer. Will try again
tomorrow. 311410& - 9:30 ~m MST - no answer.



3/14106 ~ 1:40 pm MST. no answer. Since there was
no answer by telephone. sent an e-maillettin:g her
know Ihat we believe it is her cordle55 phone [hat is
causina the oroblem.

K6411965422 03114/06 2354 #02 Customer notes state to only type (ans mach playing) 03/14/06 This agent Is no ~nger employed with CSD as of
rather then type the message. Customer asked the 0311312006 therefore further investigation could not bE
agent why they did not do that and rhe agent sent done. Informing customer via phone 311412006,
(one momenl pis). The customer then states that the
agent hung up on her. Apologized to Ihe customer
and informed her that we would forward this '0 the
appropriate supervisor. Customer wishes to have
foUow-up via ohone call.

K6411961863 03/14/06 6193 #25 Customer has already contacted CS before and 03114/06 Called 2 times on 417 and the line disconnected both
spoken 10 Liz. about this problem. While calling her times. Will try again laler,
mother, sometime.! the line rings once and
disconnects. liz instructed her 10 call into CS
everytime this happens. and I'Rport the OPR number 10
see if it Is one center having a problem. It has
happened with aPR. 6193. 6362. and 2243. Her
mother says the caN does not show up in any wayan
her end, She has gotten through rtne with an OPR
7XXX and 8XXJ(.

Internal Update Performed left message on 4/13 and customer called me back 11
let me know that the problem was her mother's Ilne.
not the relay service. All is working fine now.

Service Desk ticket 1329580 was opened. Follow up The customer saki Ihat all is. working rifle and Ihanke!
reqlJe5ted. me for calling her back

Inlernal Update Perfonned

K6411982283 03J21J06 Unkr,o....., #29 Caller is not receivln.g complete macro when dialing 03121106 The customer told me that all has been working fine
71' lo reach Illinois Relay He only receives ''number and has been able to gel through relay. He thanked
calling to please but agent never answers and he me for following up with him
cannot make calls. Apologized for the problem and
opened IT 10 , 355544. Follow up is required for
problem res~ution.

K6412605380 03122/06 NiA #25 DisconnedlReconnect during calls 03122/06 Apologized for incidence and sent customer
information explaining the difference between a
CapTel phone and a traditional phone. Explained 10
customer why disconneclionlreconnection might be
occurring and sent email with lips to reduce their
OCCtlrrence.



K64119B5722 03/23106 2329F '26 Ininois VCO Customer having problem with not 03/23/00 April 7: Called the customer and there was no answe
receiIJing calliH id from persons calling her; anD nor an amiwering machine.

having gartling problems she cannot read what is
being lyped to her. Apologized for the problem and

Called on 4/13 at 10:25 AM. There was no answer.opened ID 1373536. Follow up required for problem
resolution.

Called on 513 and left amessage asking the custome
to call me if still having problems.

K6411991176 03l261tl6 8909M '27 Customer states hfs database notes did not poplJlate 03126106 Worked on the system then made 15 te$t calls and
to the CA. Apo.Jogized, Assured cuslQlTIer we would the data populated with no problems.
check Inlo the prob~m.Ticket 1386259 was opened.
No follow up.

K6412624359 03/27/06 NlA t07 Accuracy of captions 03/27/00 Identified technical difficulty on the call reported due
to static noted and other 'actors. Customer will log
date-lime and C'\" should this ever arise again anc:
report to Customer Service.

K6411993947 03/28106 2149 .17 Customer stated the agent did not act appropriately 03128106 Supervisor met with agent who had no memory of th
which upset their client, and their client sugge&ted call. Made 3 attempts tl> conlad customer. 3129 @
fiting the grfevance, The agent did not respond to their 9:00am received answering machine~lettmessage
dient when asked what lhe TTY user typed. Agent 3/29 @ , 1:OOam received answering machine-left.
said thal the client was rude, and the CU5tDtrtar woukt message 3IJO @ 1O;OOam received answering
like the agent to handle business calls more maChine-left message Further ifl\'esOgalion not
appropriately. Supervisor apologiled for the possible due to ;nabilily to reach cuslomer.
lnOOO\Jenience and &aid the agent would be coached
on the matter.

Agent was coached on the importance of handling
ALL calls in a professional manner.

K6412006074 03130106 Unknown #24 Customer cannot complete a call through Illinois 03/30106 Called the customer on April 7 several limes and he
Relay. Gets message say1ng your call cannot be line was busy.
completed as dialed. Apologized for the problem and
opened n 101413591, F04low-up with customer is

I spoke wilh the cuslomer loday and she staled thairequested and required to be sure of problem
resohJtion. all has been wor1tjng fine. It may ha\Je been due to 1

storms because the rest of the time it has worked Ii:

K6412007537 03131106 unknown .34 veo customer unable to complete call to lL number 04/03106 Called at 10:25 AM on April 7 and the line was bus]



(apologized La customer far problem encountered
advised complaint and trouble ticket would be I got a hold of the customer and she stated thaI all he
entered) T.T. 1416183 Cuetomer requests contad calls via relay has been working fine.

K6412745714 041071Q6 NiA *2S Captions - dropped CharaClefSlgat1lled te,. 04107/06 sent email explaining how the CapTel W{jrks and hoy"
the quality of the phone line affects the quaiity of the
captions. Explained how 10 conlaCl the phone
compant to have them check the quality of the line.

K6412453258 04/08/06 none '26 Il rrv customer Is experiencing garbling while using 04108106 IT number 1464333
IL Retay. Customer Service also had garbling When
talking 10 customer. Cust. Service Vied to give some
tips on how to tum off sending Auto 10 and to tum lhe
volume clown or up on the receiver. Customer service
caJted the customer back using Dept TTY and had no
garbling. Customer is 90 and would like the account
manager to contact her. Customer Service apologize
for the problem. Customer would like fOllOW up from
the Account Manager.

Internal Update Performed Assigning to Account Manager.

, spoke with the customer today and 5/1e said the
garbling has stopped. but would let us know if it
happens again. She thanked me for following up with
her.

Customer has not experienced garbling recently.
Case is closed.

K64127S822~ 04120/06 "'A #21 Service ~ General 04120106 Inbound call technical problem reported at l' :32 AM
on 4130106. The problem was resolved at 1:52 PM b~

CapTelledmical support

K641279074S 04/20106 WA '21 Service ~ General 04125106 Inbound catl technical problem reported at 11 :32 am
on "'/20106. The problem was resolved' It 1:52 pm b)
CapTel Techrlical Suppport.

K6412793674 04120106 WA #21 seMce - General Q.4/20106 Inbound call technical problem reported at 11 :32 AM



on 412010l:L The problem was resolved at 1:52 PM by
CapT'll technical support.

K6413823781 05102106 NlA #07 Captions Lag too far behind voice 05/02106 Apologized tor incidence. Advised customer to
provide the date· lime and CA number next time this
happens so that we can investigate further.

K6412713414 05103106 8718 '05 nY user complained that they gave the CA a number 05/03/06 Met with CA immediately. CA didn't recall particular
10 dial and the CA typed "FUCK" and then hung up. call, but does understand the seriousness of the
ITY user was 'rIery upset. Doesn, understa.nd why. matter and knows never to disconnect or type

proranitie6 to the caJlers. Future complaints of this
nature could lead to corrective action.

K6412713695 05103106 2053 #17 She typed nonnal. but at the end of the call she typed 05103106 Customer Service rep is assigning this to Supervisor
really stow. I told her notto type &low. She in Cayce center per AM request.
complained "I will not tolerate that kind of behavior."
Complaint laken on 512106 at , :30 p.m. Supervisor

Supervisor met with agent who did not remember thisapologized for the service they received and assured
custOmef a follow up e-mail would be sent after incident. However, appropriate action was laken and

meefing wtth the CA. agent was coached on the importance of remaining
transparent and making any comments is never
acceptable. Follow up email was sent 5IZ2!06.

K6412814240 05112106 2343F .03 Customer Complaint: Caller reported lhallhe CA was 05112106 Supervisor talked with agent and coached the agent
given the number for Medicaid and asked 10 get a live on lhe importance of demonstrating a warm and
person on the line. Reached a recording that said? friendly demeanor. Appropriate action have been
HeUo you have reached lhe medicare medald laken.
ilssistance program please leave your name address
and phone number as well ilS the reason you are
calling a medicare counselor will caR you back asap."
Asked did the option have live pallion in recording?
Asked to dial again then typed recording playing for
five min. 1hen person name is Janelee Morele how
can I assisf you (person hung up). Asked why they
hung up. Typed "opr does not know number calling
pis". Customer Servia! Respon&e: Told report would
be sent to suoervisor. No call.

K64132B6027 0511BI06 NA #05 Al approximately 1055am alter a lengthy can 05116106 Sent a letter to the customer explaining that we do no
conversation with the ATT.net computer technician record any conversations and suggested ihey write
seeking resolution to computer Issues, the call was down \he agent's ID at the beginning of all calls so we
disconnected in fhe process. The customer was can investigate problems if they arise
extremely upset and since he does not have agent id
number. he requested (hat we track down this agent
Ulilizing reports. Apologized for the inconvenience and
assured the customer thal we don't record any
conversation at the center however I will forward such
reauest to the appropriate personnel and ilSSured the



customer that eCC(lunt manager will follow up on tl1iS
issue. Wisn a follow uo bv mail.

K6413288035 05119/06 6597M #17 Customer Complaint: Caller reported that the CA was 05/19/06 Customer did not provide his contact information for
rude after he typed an entire message lasling over 3 follow up. Case is closed.
minutes, when his database instruction notes read.
"do not type recordings or messages unless- ..sked."
He type::llhat he would send him a refund for this calf,
and notes ware made to be broken, and then hung
up. Caller had anolher call to make. but was
disconnected. Customer Sef\liCe Respomie;
Apologized rOT the inconvenience and Ihanlled !he
caller for letting us know. lold htm tile report would be-
sent to the call cenler supeNisor. Follow up; he
requested thar Ihe account manager. Emma should
be notified.

K6413300037 05124/06 6252 1/27 Database not showing with Relay. Apologized 10r the 05124/06 Spake with the cuslomer and told her that branding
problem and opened IT '0 1751860. FOUlJWup was in place, so iI is working now. The customer
required for problem resolution. thanked m$ for following up with hEr.

K6413951864 05/26106 NlA "25 DisconneetlReconnect during calls 06/06/06 Apologized for incidence and sent customer
infannation explaining the difference between a
Caplel phone and a traditional phone. Explained to
customer why discormedioniTeconneetion might be
occurring and sent emaa ""th tips ta reduce their
occurrence.

K646233490 06/09/05 8536M "04 Caller (TTY user) gave CA ph. obr to call, the call 06109105 CA did not recall this complaint, however in the tutu
rang twice then nothing. Caller asked 10 have cal( CA will be more conscientious to keep the Cl/slomel
redJaled ~ no response al all from CA. Asked again to weh informed when there's dead air an the other en
redial ~ stiH no response. Caller was upset CA did not of the line.
respond to TIY user at all. Apologized to the caner
and assured the CA would be met with.

K641l2335'9 06109/05 8703F 1t02 Caller typed phone om. but the area code was 06/15105 Met with ca. Da understand tnat she should have
garble". CA dicl not follOW c;uslomer note which slate6 verify the number.Coached Ca to make sure to roll<
to verify all outdiaJed nbrs. J apcHogizec:l to lhe calter cu&lomer instrucUDrt 1.) June 13, ~ttempted to tollc
and infonned them that proper action will be taken up 3 times at 5:40pm to call customer. Une was bu
and a relay rep. will follow up wilh wtlat action was all three times. 2.) June 14. 1e.S attempjed 3 time:
laken. line busy 3.) june 14, attempted around 2000 no

answer. will mu;e 2nd attempllaler on today.

K646238168 06/11/05 8510 M 8968F #02 Agents are not resetting the typing to 60 WPM. 06115105 We have met the CU$tomer's request resetting her
lyping speed at 150 WPM on 6.111/05. We informed
customer that a foUow-up phone call Will be made.
the fcUowing Monday after we test to see if it WOrt<1
not It worked according to our spoor leChnidan. ,

Customer SeNi(e apologized t.a the customer.
have trled contading the custDmer vis phone to g~

the update. however 1couldn' reach her on 3
Customer wouid like a follow up from the Ohio

separa<e attempts (6113@ 17:00. 6114@ 1a:00 aJ
Supervisor.



6115@ 13:25). This originallicke' (K64li23816B) is
the same for two other tickets, K646238226 and
K64623833B. Ail three ticltets are officially closed.

K646238226 06111105 2338 F. 2081 F. 2064 F. j/()2 IL TTY customer states agents are not resetting the 06115105 This ticket is a dup6cate and therefore dosed. Please
2192 F typIng speed to 60 WPM. CUitorner service see origlnaltickel - K64623a168 (or further

apologized to the customer. Customer does nol want inf00Tl3lion.
BfOllow up.

K646238338 06111/05 8968F &8510 M #02 Il TTY user stales agents 8968F & 851 OM did nat 06115105 I contacted the TIY customer and informed the
follow her =tomer notes to speed up the typing customer that OUf Sprint technician has changed Dr
speed to 60WPM. Customer seNlce apologized to the reset the settings to 60 WPM. We will run through a
customer and suggested that we change the notes to le~l next Monday (6113) 10 make sure it goes through
read (speed the type &peed up to 60 WPM) Customer successfully. I will contact the customer again next
liked thai idea l!lO the notes were changed. cuslomer Monday after the test results as a courtesy to let the
would like a follow up with the supervisor today. Cllstomer know what', going on.

We have met the customer', request reselling her
typing speed at 60 WPM on 6/11/05. We informed the
customer that a follow-up pnone caU will be made on
the following Monday after we lest!o $ee jf it works or
not. It worked according to our Sprint PC technician, 1
have tried contading the Qlstomer via phone to give
the update, however I couldn't reach her on 3
separale attempts (6113 @ 17:00. 6114@ 18:00 and
6115 @ 13:25). This ticket as well n K646238226 are
dupl.icates of the original ticket. K646238166. All three
tickets are officially closed.

KS<S239684 OS/12105 2253M #05 A TIY customer called 10 complain that the agent 06/12105 Met with agent. appropriate action was taken.
disconnected her while on a call. Apologized for Customer follow up 6/17/05 6:00 PM - No answer.no
inconvenience. Fonow~up requested by supeNisor answering machine: Customer fo~ow up 6118/05 4:00
ASAP. PM ~ No answer, no answertng machine: Customer

follow up 6119105 5:10 PM - No answer, no answering
machtr'tfl. 3 auempts were made 10 follow up with
customer with aU being unslJCl:e5sful. Closing contact
due to inability to reach customer.

K646239148 06112105 8783 #05 Operator diseoMected her after she typed. out the 06112105 Thanked the customer for letting uS know.
calling to number. Thanked customer for letting us
knoW' and apologized.

K64823921< 06/12105 108968 #06 Operator disconnected my calf. Apologized and 06112/05 Apologized and thanked customer for letting us know
thanked customer for lening us know.



K646239328 06/12105 108858 '05 Operator disconnected my cail. Thanked customer 06/12/05 Customer did not request follow up. Thanked
and apologized customer and apologized.

Customer did not request follow up. Thanked
CUGt()~ and apologized.

K646239451 06/12/05 107811 #05 Operator disconnected my call after I gave the dialing 06/12/05 This is not a Syracuse complaint
to number. Apologized to customer.

Apologized to customer,

K646240248 06113/05 2253M #05 TTY customer stated that the agent hung up on her at 06/13/05 Met with agent, appropriate action was taken.
535p on 6/12/05. Customer follow up 6117/05 6:00 pm • No answer, no

answering machine: CU5tomer foUow up 6118105 4:00
pm - No answer. no answering machine: Customer
follow up 6/191055:10 pm. No answer, no answering
machine, 3 attempts were made to follow up with
customer wtlh an being unsuccessful. Closing contact
due 10 inability to reach CUllomer.

K646240035 06/13105 1678 #02 Customer stated that the agent did not infonn her of 05113105 MN eRO can not work on this issue since MN was no
tlJrning off Nrbocod:e as per customer notes. The the state called; forwsrde(l to Emma 6-13-05 Trich
agent did tum off turbocode and did inform the Shipley
customer but there was garbling on the customer's tty
and could not read the agent's typing. So did not
know that turbocode was turned off.

Followed up with this agent and according to this Called customer on 7/27, 6/1, Bl2, 8112, 8115. 8116.
agent. She did turned off the turbo code and notified 6117, 6/19, 8125, 8/30 and 9112. No answer nor an
the CUslomer that turbo code was turned off. The answering maChine picked up, Case is closed.
customer then asked for a supeIVlsor, There was no
garbling fssue with the agent

K646239983 06/13105 1757 #02 ITY customer stated that when garbling occurred. 06/13/05 Followed up with this agent and according 10 agent.
turbocode was 1urned off per customer notes. But the he attempted to turn off the Turbo code after tile rela~

agent did not infonn the customer that turbocode was greeting was senl however the customer immediately
turned off. which is also in the customer noles. The cut off the relay greeting macro and requested a
garbling OCCUlTed on the outbound tty, nol on the supeNisor. Agent was roached 00 Ihis, Secondly
agent's computer. ageol states thallhere was no nole instructing the

agent to notified the customer that "turbo code has



A

..
s

Followed up with this agent and according to agent, been turned off," Attempted to reach Annette Owern
he attempted to tum off the Turtlo code after the relay via phone at 10;12 am. A male person an5wered tnE
greeting was sent however tne customer immedlately phcme and then switched to vee however there wa~

cut Dn' the relay greeting mitGl'o and requested a no response from the vee customer, Redialed at
supervisor. Agent was coached on this. Secondly 1016 am. the line was disconnected after fifth ringfi.
agent states thai there was no note instructing the 10:20 am there was no answer. I also made two
agenl to notified Ihe customer Ihat "turbo code has attempts this afternoon at 1;45 pm and 1:50 pm ther
been lUmed off." was no answer. After several attempts. this alntacll

considered closed.

Altemped 10 reach Annette Owens 'Ilia phone a1 10:12
am. A male person answered the phone and then
switched ID vce however t~rewas no response
from the vee customer. Redialed at 1016 am, the
line was disconnected after fifth lings. At 10:20 am
there was no answer. I also made two attempts this
afternoon al1 :45 pm and 1:50 pm there was no
an9wer. After sevefal attemptfi,lhls contact is
considered closed.

K646266146 06116105 1642 #05 Inbound stated that she gave a number to dial the CA 06116/05 Spoke with CA and she remembered the inbound
dia~d the number but didn't send the ringing macro caller and stated lhal 5he relayed a call for a number
and (hen hung up on her. Apologized and said J would of minutes for this person so isn't sure why (hey think
follow up with the agent and get back to her, she hung up. I have made a number of attempts to

reach the customer and her line has been busy. Will
continue to try later.

I have made a number of attempts to call back for
fallow up but each time I call1he line is either busy or
is picked up and then hung up without an answer.
Closing contad due to inability to get ahold of
complaintant

K646264026 06'19/05 83591 '04 Customer said there was no refiponse from the 05119/05 Operator was pulled for discussion· Silid she would
operator after lhe number was dialed. Didn't let never not respond to a customer. Thinkfi that the
customer know if it was ringing or not. {This same number was confused with someone else's. Was
customer called liler and said she had a complaint reminded to pay close anentlon to all aspects of eac
about another operator whose number was very call
similar to the Apok)gized to customer. No call back
reauested.

K646263065 06119/05 13001 #05 1have a problem with this operator - disconnected. 06119105 Met with CA who said she did not disconnect on any
Apologized to the customer. No call back necessary. customer and is fully aware of the proper policies an.

procedures.



K546283118 06/19/05 5127m #05 Operator disconnected on me. Apologized for the 06119/05 CA coached regardin9 proper procedure.
service. No call back reque&fed.

K646282248 0ll!19105 1208 #04 Customer said: CA did not gender the 80$wering 08/19/05 Mel with CA and reminded them to watch their typing
machine. AD they received was "r and then (ans carefully so they don' cut off parts of the text. CA
mach hung up). A~ogized to customer and said understood and said they wfll be more careful.
contact would be flied.

K848282940 06119105 11604m '05 This operatot dialed the wrong area COde. He dialed 06122105 Met with CA and coached 10 never hang up on
631. I said no, ifs 641. I asked relay are you Lhere? customers.
Bul J got no response. I don'l know what happened.
They hung up, Apologized for the service. No call
back reQues1ed.

K646254325 06120105 2336 #05 ny customer states that the CA hung up on her 08120105 Met With supervisor stated this customer is making
""hen she asked where the CA was locilled. multiple calls asking agents where they are localed.
Requested foUowup by phone. once the agent slates that they don't halie thai

information she would just hang up and try again. She
e....en asked for a supervisor in which the supe",isor
told her the same thing "'agent does not have thai
info". Agent Slaled did not hang up on cutitomer,
cU5lomer hung up on her. Agent was following
procedures. 3 attempts were made to contact
customer thru relay, alf on 6120105 2:50 pm, 3;30 pm.
and 4;15 pm. Each lime Someone picked up the
phone. relay sent greeting with my response and then
the person hung up. This ticket will be closed doe lo
inabilitv to reach customer.

K646289121 06120/05 2336 .05 States CA hung up on her when asked where located. 08120105 met with supervisor stated this customer is making
Said was very upsel CA hung up. Caller requests a multiple calls asking agents where they are located.
call back by phone. once the agent stales they don't have that info she

woukl just hang up and try again. She e....en asked for
a supervisor in which the supervisor tokl her the same
thing "agent does nol ha....e (hat info". Agent slated did
not hang up on customer. ClJS,t hung up on her. Agent
was loHowing procedures. 3 attempfs were made to
contact customer thru relay, aU on 6120/05 2:50 pm,
3:30 pm, and 4;15 pm. EaCh time someone picked up
the phOne, relay sent greeting along with my
response and then the pertion hung up. ThiS Ucket wilt
be dosed due to inabilitY" to reach customer.

K646902838 06/20/05 N/A '29 Dialing tSliue - Unable to dial regional 800 number 06/29/05 Advised customer 01 use of e:qui..,alent to regional toll
free number.



K64629:l239 06/21/05 3224F #05 Caller was asking questkKls of the CA fhen when 06121/05 CS rep did 1101 disconned lhe caller. She has already
ready to make a call, the CA hung up on the caller, filed Ine same complain! wilh another supervi.sor- This
Apologized (0 Ihe TIY user for the inconvenience. is a duplicated contact.
Customer wants a follow up.

K646293144 06/21105 1201F #05 Asked questions of lhe CA then when ready to mak.e 07/011OS This CA was nol working this day. Checked with CA
a call, CA hung up on the caller. Apologized to the who demonstrated correct knowledge of placing calls
TTY user fOf the inconvenience. Customer wants a and proper disconnect procedurel, AUemlried 10
fOllOW up. follow up wilh the cuslomer 3 times from 6:20pm

through 6:40pm. Each tIme I aftemp!ed to

This CA was 001 worXlng this day. Checked with CA
communicate I was interrupted by TIV garbling or
someone holding down the .spacebar with no typed

who demonstrated correct knowledge of plating caNs text. Unable to communicate with customer, dosed
and proper di$coMect procedures. Attempted to this contact
foUow up wilh the customer 3 limes from 6:20pm
through 6:40pm. Each time I attempted to
communicate I was intert\lpted by TIY garbling or
someone holding down the spacebar with no typed
text. Un.able to communicate with CU5tom~r, closed
this contact

K646293449 06/21105 1551M #05 CA hung up on TI'Y user when she wanted to make 06127105 Followed up wilh this agent. Agent slated that the ca'
several calls. CA w<Juldn'l respond bade to ITV user. was placed and relayed however tflere was no
Apo~ized for the inconvenience to the TTY user, response from the caller and followed the
Cuslomerwants a follow up. disconnection procedure when no additional caJling I

number was prOVided. Attempted to follow up with th
customer three separate times fhi, morning ('126 ar

Followed up wilh this agent. Agent stated that the call 1130 am, and 1140 am) Each time I attempted (0

was placed and relayed haNever there was no communicate, I was inlemJpted. There was no typin!
response from the c.all.er and 10UDWed the attempted from the OJstomer other than conhnued
disconnection procedure when no additional calting to spacebar being utilized. Cktsed this contact.
number was provided. Attempted 10 tallow up with the
customer three separate times this morning (1126 am,
1130 am, and 1140 am) Each Hme I attempted 10
communicale, I was interrupted. There was no typing
anempleI1 from the customer other than continued
spacebar being utilized. Closed this contact.

K646298668 06123105 8728M _03 TTY customer requested a supervisor and the CA 08102/05 Met with CA and coached him to ensure thai he
rediated instead. 1apologized for the inconvenience. always gels a supervi,orwhen requested by B

The CA will be coached on geting a supel"\lisor as o;;;ustomer. Made multiple carls fo 63Q...427..0398, No
reque6ted. Follow up call is requirecJ answer, no answering machine. Unable to send

fOJfOW·UD Jener due 10 lack of address



K646305195 06/27/05 none provided #24 An IL voice customer called to wmplain that when he 06/27/05 [ spOke with customer about contacting his LEG to
dialed 711, he ~nrinuaUy reached a CO relay send ffle Il 800 number and not Colorado's 600
operator who would not process his call, since the call number. He will talk with the technician at his office
neither originated or lenninaled in (he state ofea. and have him contad their LEe lo have this resolved
Apologized for problem. Offered 8001 for IL relay, In the meantime, he ~ans ttl use the IL BOO number
which he says works fine. Opened TI#80294. Follow~ and not 711. Customer thanked me for calling him
un reou~sted back.

K646316552 1l6J29105 8704 F 0(13 Customer stated that al 1025 am after completing her 07107105 CA was coached not to hang up on customers.
first call, cuslomer requested to place a second call
but was then disconnected. The agenl8704F was lhe
one who relayed her first tall. Apologized to the
customer and assured this will be fOlWBrded 10
appropriate supervisor for a follow up. No foUOW' up
necesurv.

K646322718 07/01105 2168 . #21 TTY user .aid !hey used SRO .artier and CA told 07/01/05 ApologiZed and told customer that CA.'s supervisor
them "'the • ~n't accept calli through relay person would be meeting with them for follow up. Customer
hung I.Jp". But the TIY user had another CA call the would like to be e-mailed with follow up.
same number and there was no answering maching,
rlO recordIng and it fang 1Q times. Inbound felt like the

Met with agent. remembers the call and staled theCA tYped this oUlto avoid haviog to place the call.
outbound person said "we dOC'll accept relay calls and
hung up and he typed exactly that 10 the SRO user.
Agent foDowed procedl.Jres. Followed up with

. c:ustonler via amail, 7/6105, explaining that the agenl
was following proceoure.

K646866114 07103105 1804f #05 Customer was upset when ca was no longer on the 07/03/05 Met wiU1 CA. Ca did remember caD and said only
line after customer asked her lo hold. i told the disconnected after waiting for three plus minuoles.
customer i would speak to the ca and deal with that Before TL had a chance to enter costomer contact in
Ca accordingly. Customer requested follow op. the compoter customer service called wanting to knO't

it this contact came from [his centar (MN). eust svc
said customer informed them they did no! get back to
call for ftve minutes. I informed cusl svc thaI i tned to
gel ahold' of cus(omer but was contit\l.lafly busy. f
finally was able to contad customer and infonned he
CA was following protocolln disconnecting after l:hret
minutes

K646867187 07/04105 1720M #03 Customer states the 8gent dialed the wrong number. 07104105 Followed up with this agent and according 10 this
tt. was one digit off. The ClJ510mer she said told the agent, that he has dialed the correct number lind
agent he 1$ "stupid relay" and she hung up. The next relayed the recorded msg and then he was instructec
agent dialed correctly. Apoklgizect for the frustration. to "dial again", After utilizing the mdi.ling macro, lhe
Follow up reque5led. caller interrupted and accused the agent of dialing Ih

wrong number. Attempted to follow up W'ith a



Followed up with this agent and according to this cU$tomer via e mail' however I got a reply indicating
agent. that he has dialed the correct number and that this USBr does not have yahoo.com aGCOunt. Due
relayed the recorded msg and then he was instructed to incorrect e mail address, it follow up with a
to Hdial ag8in~. After utUizing lhe rediSlfng macro, the customer is not possible.
caller inlerrupte<l and accused lhe agenl 01 dialing Ihe
wrong number. Anempted to foUow up with a
cu'tomer via e mail however I got II reply lncIicating
that this user does not have vahoo.com account. Due
to incorrect e mail address, a foUow up with II
customer is nol possible.

K646666532 07105105 1210F 102 veo customer reports agent did not follow COB note 07105/05 CA did not work this day.
instrUC1ing agent to plea,e repeat phone number
before dialing (apologized for problem encountered
advised corn~int. woukl. be forwardea (0 supervisor
customer staled agent number mlly not be correa)
Customer did not request contact

K646666957 07105105 2243M 002 VCO customer reports agent did not follow COB note 07106105 Met with agent staled do not remember call. however
instructing agent to please repeat phone ntmlber the agent was coached on the importance of foUowing
before dialing (apologized for problem encountered cust database in$lruclions. No FlU requested.
advised complaint would be forwarded to supeNisorJ
Customer did not request contact

K646868673 07105105 2412F #02 veo cuslomer reports agenl did not follow COB nole 07106105 Mel with agent. Slated she did remember the call.
instructing agenl to repeal phone number before Agent was coached on the importance of folloWing
dialing (apologized for problem eneoontered advised VCO database instructions. No FlU requested.
complaint wOuld be forwarded to supeNisor)
Customer did not request contact

K646866756 07/05/05 2.16F #02 VCO customer reports .agent did not follow COB note 07106105 Met with agent stated she thought the dialing macro
instructing agent to please repeat phone number was sufficient. Coached the agent on f~lowing

before diaijng (apologized for problem encountered database instructions, and the importance of cJarifying
advisea comp[a;nt would be forwarded to supervisor) if unsure about specific note",. No FlU requested.
Customer did not request conlact

K646666881 07105108 2319F 002 veo customer reports agent did not follow CDS note 07106105 Met with agent, coaChed the agent on the importance
instructing agent to please repeat phone number of following a customer's database instructions. No
before dialing {apologized for problem encountered FlU requested.
advi5ed complain! would be forwarded to supervisor
Customer did not request contacl

K646666417 07105105 8439F #02 veo customer reports agent did not follow COB note 07119105 Operator apologized for the oversight. Was reminded
instructing agent 10 please repeat phone number 10 carefully took. at customer notes on each caU.
before dialing (apologized ror problem encountered
advisea complaint would be forwarded 10 supervisor)
Customer did not request contact



K54sBB,6B3 07109105 1732 102 IL veo customer staCes that CA 1732 did nol follow 07110/05 Coached CA on how 10 verify the dialing number
the aJstomers notes -Please repeat phone number before dialing out. Coached CA on reading customer
before dialing" Customer doe. not like to get wrong notes when the caM comes in. FoUowed up with
numbers and thai is the reason for the note. Customer customer. caned 71'0105 at 1:~9 pm
service apologized to the Cl.Is[omer. Customer would
like foHow up from lhe supervlsor.

K6~6881145 07109/05 2046 .02 IL veo customer caNed to say that CA 2046 did not 07/11105 Met with agent. coached agent on the importance of
follow U1e inbound notes ''please repeal phone following database instructions. Followed up with
numbel before dialing" Customer does not like getting customer 7111/05 by phone explaining that a
the wrong phone number. and thai is why she has discussion was held with the agent to ensure that this
that ;n her notes. Customer Service apologized to the type of probJem will be handled correctty in the fulure.
customer. Customer would like a follow up from the Customer seemed satisfied.
SUDeMsor.

K646811'260 07/09105 2471 1I02 IL veo customer states CA 2471 did not follow the 07111105 Met with agent and coached on the importance of
inbound notes "Please repeat the phone number following database instructions. Followed up with the
before dialmg· CUllomer does not like getting the customer 7/11105 by phone explaining that a
wrong number. that is the reason for the note. discussion was held with the agent to ensure that this
Customer Service a~ogiz.ed to the customer. type of problem will be handled correctly in the future
Customer would like follow up trom the supervisor. CU5tomer seemed satisfied.

K546118,573 07/09/05 2262 1I02 IL VCO eustomef slates that CA 2262 did not follow 07111/05 Met with agent coached on the importance of
the customer notes "Please repeat phone number following database instructions. Followed up with
before dialingM custome:r does nollike getting wrong customer 7/11105 by phone expaining thai a
numbers, that is lhe reason for the note. Customer discussion was held with the agent to ensure that this
Service apologized to the customer. Customer would type of problem will be handled correctly in the future.
like folloW up from the supervisor. Customer seemed satisfied.

~688'338 07109105 7548 .02 IL VCO customer states CA 7648 did not follow the 07/11105 Advised agent to be sure to read all customer notes
inbound notes "please repeat phone number befare and follow instructions. Reminded the agent that they
dialing" customer does not like getting a wrong are allowed to ask questions if they are undear aboul
telephone number. Customer Service apologized to the instrudions. Agent understands. Called \he
the customer. customer would like fonow up frOOl the customer on 7-22-05 at 4:35pm. Spoke with the
supervisor. customer about the issue: and the customer noted that

they will begin to verbally tell the agenl to venfy the
callina to number rather than rei'¥' on the notes

K646B8'~65 07/09/05 8725 1I02 lL veo customer states CA 8725 did not follow 08101/05 On 7/13 met and coached CA to be more aware of the
inboUnd notel ~Please repeat phone number befOre notes end follow instructions accordingly, Tried calling
dialing" customer does not Ijke getting wrong the customer on the fallowing dates with the
numbef5. That is the reason for the note. Cus\Omer corresponding limes: 7/26105 @ 14:23,7/27/05@
SeNice apologized to Ihe cu&.t:omer. Customer would '0:38. and 811105@ '3A7
like follow up from the supervisor.

K6~68111732 07/09105 1274 1I02 IL veo customer states CA 1274 did not follow the 07110/05 Coached CA on how to verity the dialing number
customers notes "Please repeat the phone number before dialing out Coached CA on reading customer
before dialing~ ClJ6tomer does nollike 10 get wrong notes when the call comes in. Followed up with
numbers. Customer Service apologized to the cuslomer. called 7/10105.t 1:<19 pm.
Customer. Customerwou6d lllte foUow up from tM
supervisor.



Coached CA on how to verify the dialing number
before dialing out Coached CA on reading customer
notes when the caU comes in. Followed up with
customer. Called 7/10105 all:49 pm.

K646882451 07110105 1511M #01 Customer wanted to make a second call. She typed 07/10105 Called cuslomer OIl 7127, 811, 812. 8112. 8/15. 8116.
"hello," but the agent never responded. She wants to 8117, 8/19, 8/25. IlI:lO and 9/12. No answer IlQr a
knOw what she can do about it. Apologized. answertng machine picked up. Case is closed.
Supervisor wfll be notified. Follow up requested.

FtMlowed up with this agent and according to th_
agent, he stated that he utilized the di$COnnection
procedure after the first call was compteted. Referred
10 Accl Manager for a foJiow up wfth the customer.

K647510837 07115105 N/A #25 DisconneCUReconnect during calls 07/20105 Customer wiil log instances of disconnecVreconnects
and report to customer service.

KS46897779 07119/05 8522F #05 TTY user said CA hung up on her at the beginning of 08/02105 CA was. new 10 both Relay and her 6taiUeboard, She
the call. TTY user said she glillJ8 lhe CA iii nunber 10 doesn1 remember disconnected. but admitted that it
dial and the CA did not dial it for her. The TTY user could have accidentally happened. Coached CA to
wanled a call back tonight (7/16) and llokj her, ensure she Is carefuJ to never disconnect on a
because of confidentiality. I couldn't speak with a CA customer again.
Ulat was not on my team. The she wanted Customer
Service to call her back tonight and I told her they
would refer it back to us. Then she wanted me to call
the CA'I- supervi$or and lBlI her it was an emergency
and I said. 'no',

K646901581 01120105 76«F '03 Can taken 7120105 4:08 pm Agenllyped "UR MSG 07/20105 6113106 TL met with agent. Agent does not remembE
LEFT' but customer did not want that; caller asked call. Agent was coaChed on proper caU procedures.
agent to redial and a6k for an operator. but lhere was
no response from the agent; then the agent hung up
on the caller.

K646911579 07123/05 6067M '21 Customer wanted to know why agent apologized. 07123105 Agent apologized for gender macrn no1 coming aero
Customer was upset aod aiked for supervisor. on computer. Not agent error.
Thanked caKer and transferred to customer service at
customer's request. No FlU needed.



K~915553 07123105 8028F 1105 nY user said the CA did not dial the nbl". for her and 09106105 Called customer to apologize for the inconvenience
then beI",e the TTY lISer could (redial ???)tha CA this may have caused.
hang up on her. Cust called Dn 6:23 (not sure if its
AM or PM). Apologized and told the customer that the
appropriate supvr. would call the customer back. (no
ph. nbr given; therefore no follow up can be made).

Found the cuslomer'$ phone number (847-544-5334).
Sorry for tha inconvenience I may have caused.

K648338198 08102105 NlA #25 DisconnecUReconned during caUs 08/02105 Advised contacting phone company to upgrade phone
line quality. Advised temporarity mOYing phone to
allernate household to help identify if interlerenca is in
immediate environment.

K647490259 08/07105 2395F #17 Customer states the CA was impatient. had poor 08107/05 Trainer met with agent and supervisor who was
voice inflection snd acJually yelled at her 10 slow standing next to agent the entire call. Both slated
down. The customer!s an interpreter. and she uses agent had to Interrupt cust several tirTles in order to
the service regularly. The aJstamer \lalues Relay and .keep up. However, coached the agent on the
is known commend good setVice. She states "1h~ importance of hailing patience and watching \loa
morning's call using Relay with this particular CA was tone. Agent understands. Followed up via email
just awful,· Apok)gized. Explained that coaching can 8/8105 explaining agent was coached on the
be provided by her supervisor. FoUow up requested. importance of beina patienl.

K648331978 08109105 NlA #29 Echo Sounds - CapTel user hears 08/10/05 Advised customer to contact ITAC for a replacement
unit.

K647502737 08110105 unknown #29 Cell phone customer calling via IL Relay unable to 08/31/05 Caned customer 008119 at 1:40 PM. 8130 at 10A5
bypass privacy manager due to caller 10 not and 8131 at 10:45. left a message each time letting
transmitting (apologized for problem encountered them know that technicians updated the old 800
advised complaint and trouble ticket would be number lisl in the SD swild't and should be working
entered) T.T. 275,660 Customer requests conlad now. lett my number on his voice maH if he had more

Questions.
K648331 039 08110105 NJA #29 Echo Sounds - CapTel user hears 08110/05 Provided tips to help reduce echo sounds at CapTel

uiSer's end.

K648338773 08114105 NlA #21 Voice user unable to connect to CapT&! Service 08118105 Conducted test call to CapTel customer to ensure
Number ability 10 reaett them through service; anempted to

contact 3rd party caller who experienced the
inci£l:ence to provide further assistance.



K64752:l430 081'8105 2166F "#05 Il nY customer states thai CA 2166F hung up. cut 08J25/05 Emaiied customer 8/19105 fDr more information on
end of call. Customer service apologized for [he this complaint Received response 6122105 slating
inconvenience. Customer would !.ike foUow up via when relay first answer call it cui off and did not know
ema;1. why also few times when talking some agents. cut off

When not done talking or sometimes answer too slow
and thal&" a/l' have to say. Supervisor mel with 8gent
who did not remember this call, however was coaGhel
on the importance of not disconnecting (;8'115_ Also
advised the agent of the consequences of doing so.
Followed up with customer via email explaining
appropriate action was laken to ensure this nature wil
"oi OCcu' in the MUrA"

K647523610 081'8105 9204F .05 IL TTY user states CA 9204 F hung up before phone 08126105 Met with agenl. agent does not remember the call.
rang. Customer SeMce apologized for the Coached agent on the severity of hanging up on a
inconvenience. Customer would like follow up via C\Jstomer. Customer was sent an email regarding
email. resolution.

K647523318 08118105 5253F *05 IL TTY user states CA 5253F hung up, cut end of the 00129/05 Email sent 8122. No response as of 8129.
call. Customer service apologized for the
inconvemence_ Customer would like follow up via
emiltl.

Sent customer another e-mail today. Sent an e-mail 10 customer today asking him to get
baa to me if he wanred to discU$$ his complaint

K647528341 08122105 1727 F *03 TTY customer stated that at 840 am agent 1727 F did 08l22/Q5 Followed up with agent. Agent slaled that 100'0 war
"01 process to l'M&It1er expection. Customer stated no message to be rela~ prior to the call being placed
sJhe wanted to relay a message to someone ala and misunderstood as a specific person asked. Agel
hotel however agent proceed with 8 &pecific pertion was coached on either utilizing: a modmed call
request ApOlogized for the inconvenience this ma~ announcement in this particular situation or seek
ha....e caused herlhJm and assured the CUStomer lhat Clarification from the customer.
agent will be follow up on this. No Fonow up
necessarv,

K64753OO59 06123/Q5 1843 .26 Customor dials 711 fo' II Relay to 'each 0 veo 08123105 Totd customer that our technicians made several te!
customer in WI. Customer hears her party answers, calls to VCO user and expelienced only one garbJe{
but garbling prohibits her from having a conversation. Word. Suggested thal she write down CA number,
Explained Ihat It's typically the veo unit. but we will date ana time or the call as it coukl have been that
open a lechnicalltouble tkket. IT 333857 No follow specific position that caused the garbling on the TI'
up. Customer will check back with us next week. for the VCO user. This way, we can check that CA'~

position to make SUle it wa5 not causing the garble.
The CU5tomer k.ept interrupting me, not ailowing me
finish my sentences She $aid s.he did not have tim,
for this, so I offered m~ phone number so she could
call me ilt her convenience and we could discuss it
further. She stated she did not ha\'e a pen and pap
and hUM UO on me. Case is closed.



K647531736 08124105 0000 *DB The customer staled that at approximately 555 am 08124105 Suggested that allY time she receives a relay call, to
she received a relay can from her Deaf brother in law write down the CA number so we can work with (he
regarding a surprise party. Customer stated that lhe CA if any problems arise during the call. Without the
agent 50und.$ to be a male agent with sCiatchy voice CA number, we cannot do anything 8S aU calls are
who was being very rude and drsrespected her. confidential.
Cuslomer would like lO find that 8gent id number
because she requested another agent and she was
lhen dlsconnectecL Customer would like for us to
trace the call 10 this particular agent. Customer was
informed thai we could not be able to access fa this
information and the 8genl who relayed the call. Wants
• follow un,

K647538091 08127105 1819M iJ03 This agent cut this person off when they were still 08127/05 No such agent working.
typing the message thai was to be left. Apologized.
No Follow-tJP requested.

No s.uch agent working.

K647539187 08128105 1454F '28 TIY user complained that lNhile dialing a toll·free 08128105 Customer did not request follow up.
number. Ihe message became too gartHed to get the
peninent info (I.e., website address and numbers).
Apologized for inconvenience. No follow-up
requested.

Customer did not reQuesl follow up. Customer did not request follow up. Case is closed.

1<547543493 06129105 5166 '11 This agent did not look Up to notice that I am a veo OBJ29/05 CA recalled the call came in as Branded veo, and
(branded) customer and kept sending me the'" calling when bridged to headset did nol hear a number to
macro. The agent then disconnected since no ., was dial. CA then followed proper procedure asking for
given. I am very upset with agents not looking at the number to dial and listening for a response. CA
customer notes. ApologiZed to the customer and received no number and disconnected the call
noted thal 'We would fOl'Ward the complaint to the according to procedure.
appropriate supervisor. The customer would like
follow--up.

Attempted to contad customer various Urnes betweer
10/1 and 12/31. Was unable to make contact with
customer.

K648985572 09101105 N1A .29 Echo Soonds - Other party hears 09101105 Technical support sent an over the wire update with



the latest software to customer's phone. Customer
Service Representative sent letter to customer with
tips to reduce the occurrence of echo.

K648292428 09111105 unknown .29 veo customer called to report she cannot reach an 09111105 Apologized to customer for the inconvenience.
operator when dialing the IL TTY or VCO numbers. Customer did nDt requesl call back.
She says she can only get through when she calls the
voice number. This has happened aU day, 9111.
Apologized for inconvenience. Verified numbers
dialed were correct Opened TIt419879. No follow-
UD reQuested.

K648295621 09112105 7917 #04 Agent did not wait for my GA before dia~ng and she 09112105 Reviewed proper call processlog with the agent and
interrupted 3 times while I was typing. AlsO,When I reiterated. the need to keep the TIY cuslomer
asked for the supervisor she did not keep me informed at all times. Agent understands lhe
informed. I had to ask if the agent was still there. importance of keeping the customer informed and will
Thanked customer for letting us know about the tollow procedure in the future. The agent also
ISSUes. Informed the customer that we would speak to understands the importance of waiting for the GA frOrT
lhe a!l6lt about these iS5ue5. Customer did nol wanl the customer so that we may get further inslrudions.
foNow-UD.

K648292561 09112105 9374F, 9244M .25 Customer Complaint: Customer emailed to account 09112105 Customer did not indicate if they made the call
manager, Emma Danielson, that the CAs were slow in through SRQ or llIinois relay. Technicians were
answering his calls, dialing out to place the calls. and unable to in...eSligate this. Sent a (ohow up e-mail to
di6COnnected the calls. Customer Service response: customer requesting they let uS knOW' which relay
Entered this CCOD at account manager reques!. service lhey used and to caU the relay CUS10mer
Follow up requ8&led from account manager. service in the future. Customer has not sent more e~

mail messages nor responded to my e-mail. this case
is closed.

K648295790 09112105 8866F .09 Customer is very unhappy with how his call was 09120105 Customer did not request call back. nor left
relayed using Speech to Speech. He told the CA to supervisor's name or CA ID number. Case is closed.
process the call as a cell phone and instead the CA
processed the call as long distance and a supeNisor

Met with CA. CA followed'inslructions as S2S ishad to come assist. During the call the CA was rude,
unenlhusiastic. unprofessional and caused the caN 10 supposed to be. CA repeated every word the S2S or

be very confusing by mrs-interprellng. The customer Speech person was saying. CA was not supposed to

tried 00 correct the problem and instead of listening translate ASL. Team Leader dtd corne down and help

the CA ignOfed the correction and lold the customer and followed procedures. S2S kepi: saying her and C.

that they 'Here not part of the conversation, 10 speak repeated the speech pel'5on, ...oice person was upset

directly to the caller, The CA totally mishandled the and kept saying it's a him. Procedures were followed.

call and the sup8f'Jisor assisting did not help at all in There was no need to tranSlille ASL due to no ASL

rJearing up the problem. No supervisor's name or ID was being used.

nbr was given.



K64a4l0097 09/25105 unknown #20 Customer said he was making a S2S call around '0/10105 Called customer to dilCUss $ituallon on 10/10105. Met
12:30 CT on 9/25 andlhe supervisor came on the line with supervisor and coached on proper procedures.
and said that he could not use the serv\ce. He said
when he asked the supervisor for their 10 t. lhey did
nol provide it then disconnected him, He said he is
not speech impaired but the person he called has a
speech problem. ApologiZed to customer and advised
thai alleast ane of the parties must be speed1~

impaired to use the STS seNice. Requested foUow~up

call from the supervisor.

Forward ta Il Account Manager to handle.

K648414279 09/26105 Unknown iIl29 Customer states that his caller 10 has not worked for '0/04105 Customer stated that ir is now wonting, but did not
a month. He would like a call back from someone know why the caller 10 did not show the number of the
when the problem is fixed. RCS response: Thanked party who was caUing him. He thanked me for calling
the customer for letting us know and assured that the him.
problem wouk:l be reported as stated, Trouble Tlcket
490236 Call back requested

Resubmitted Trouble Tickel516948 per MO tech's
advice ~ to se center wilh flB1her il1formation and
recently updated agent number 2155F.

Reassigned ledmical complaint to Il AM for customer
follow-up,

_1>4' 3913 09/26105 1432F _2' Customer gets recording that her number is blocked 09126105 I spoke with the customer and she stated that she
when trying 10 call her son through Illinois Relay. now has sse tor her long distance calls and has not
Apologized for problem and opened IT 10 490231. had any problems when making relay caUs. She
Follow-up is required for prob~ resolution. thanked us for following up wTth her-

K6484'9421 09129/05 unknown _34 veo customer called to complain that when she calls 09129105 Customer picked up the phone and hung up on me
ner friend's number, ~he gets a recording {nal her Iwice today.
friend's number doesn't accept blocll;ed numbers.
veo number is not 8 blocked number. Even when
she a:ials -82, the number 5Ull $how~ ilI$ blocked. I called and got her answering machine, Left her a

Apologized for inconvenience. Opened TT'504042, nv message to call or email me.
Fonow-up requested.



I called at ·u 5 PM on 411 e, the person who answered
hung up on me. 'tried reaching her 4 times wit" no
success, case ia closed.

K648428156 10102105 8883F .09 Voice customer received Relay call & later able to 1()J()6105 CA was coached and was emphasized to pace, clarify
read printout at work place agent did not type what and be sure to hal,leV~ person repeat if something
voice person said after the initial hello this caused a is not clear or understandable in order to type-
great deal of contusion after voice person saw print verbatim.
out they undel'5toDd why there was so much
confU$ion because the TIY uler did not receive every
thing uid (ap~ogized for problem encountered
adlJised complaint would be forwarded (0

management) customer did not request contact
K649627659 10110105 NlA '25 DisconnedlReconnect during cans 10110105 Sent customer information explaining the difference

between a CapTel phone and a traditional phone.
Explained to customer why
disconnection/reconnection might be occurring and
sent email With tiPS to reduce their occurrence.

K646950412 10111105 8690 126 An Il voice caller complained thai when she placed a 10111/05 The CllSIomer slaled Ihat her rather had not
calt through relay her father was getting garbled experienced any garbling recenUy.
messages. EOIered TT number 557,441 Customer
does request fOltow--up

K648975820 10/19105 6875 .17 Customer called to complain that CA 8875 cussed at 10119105 Team leader checked and there is no CA using 8875
her and disconnected customer. Customer wants the at this time. Trainer called to gel a better number and
CA fired. Customer cannot be reached by the phone number

given, A recording comes on saying subsaiber no!
receiving calls.

K649628738 10119105 NIA .07 Captions lag too far behind voice 10120105 Caption Center Director investigated CA perlormance
during call and followed up accordingly.

K8.89929117 10121105 1316 129 Customer states that this has been reported several 10126/05 Technician was not able to reproduce the problem
lH'nes before that his caller 10 will not 5eOO. The originally, The agent's computers were rebooted and
problem has never been conected and he has never caller 10 were working, When the caUer called,
received a caU back on the earlier complaints as insufficient infonnation appeared on Ihe agents'
requested. Prel,lious compfaint K648414279 with computers. Account Manager &eft a message on
Troubfe Ticket 516948 and complainl K648414279 calle(s voice mail advising the cauer to conlad T~

with T,T. 490238. ReS response: Apologized for the Mobile customer service to issue a trouble Idel.
problem and assured that lhe problem would be
5\Jbmit:ted again. Trouble Ticket 611166 Call back
'.oue.ted.

K649629'52 10124105 N/A '25 Disconnect/Reconnect during cafts 10124105 Advised customer to have DSL line checked and
check to see if in line filter is in good condition,



K649020484 10131105 1811 #17 VCO user said the agent did not dial out. did not do 10/31105 This agent was nol working Ihis day. No further follow
anything. Agent sal there and did not respond. veo up needed.
user very upset with service says. this happens 100
many times to count.

K849020286 10131105 2103 #11 veo eXpiained instructions and reminded the agent 10131105 Supv mel with agent and coached on the importance
to read CUSlomBf notes. Agenf still did not follow VCO of foUowing instructions and requests from lhe
request and inslructions. veo very upset laid this customer. Agent understands. No Flu requested.
rudene550 happens too many times 10 count.

K649830384 10/31105 N1A #29 Tecl1nical- General 11103/05 Long distance network. circuit problem identified and
repaired by service provider. Confirmed this remedied
the drcumstance

K649630412 10131105 N1A 1107 CaptionS lag too far behind voice 11103105 Apologized for mcidence. Investigating to see if there
¥filS a technicel difficuJly dOling the call. Advi~d
CLl&tomer to let us know should any future calls have
similar problem.

1<&49022143 10131/05 unknown #29 Customer coukI not make cell phone caK through It. 11/14/05 Technician worked with T~Moblle customer service
retay seNite. l-fis number was showing 8S restricted level 2 representative and issued a billing trouble
(lhis has never shown this way before). Agent said ticket from T-Mobile's $ide. Sprint technician couldn'
they could not aUow call without billing method being locale Ihe source of the problem. Account Manager
chosen. Customer did not get agent 10 number. Call updated !he caller and advised him 10 check wilh T-
was never compleled. RCS response; Apologized for Mobile. He had similar problems using Hamilton Rela~

the problem and assured thai a trouble ticket and in WisconSin.
complainl would be sent in as stated. Call back
requested.

Trouble Ticke1656922 opened on this issue

Internal Update Perfonned

K649022296 10131/05 \lnknown #29 Customer states that he has turned in several trouble 11/14/05 Technician was not ab5e reproduce the boling issue
tIckets and complaints and has requested call backs using his T~Mob11e cellUlar phone. The caller was
on each one and has never yet received a call back advised to contad his carrier and issue a ttouble
from anyone. RCS response; Apologjred for the ticilet.
protllem and a5sured that (he complaint would be
sent in as stated.



K649024037 11/01/05 7730 #05 Customer ilaled agent disconnected ilIfler i gtf'le her 11/01105 Agent does nol remember the call. Discussed the
the number to dial. Wasted my time. ApologiZed for consequences of disconnecting calls and the proper
the inconvenience and assured customer this procedures for disconnecting calls. Reminded agent
complaint would be forwarded to the appropriate to get ill supervisor in the future jf they have any
supervisor. Customer wants a follow up and 10 ptease problems. Attempted to call the customer on 11-a·05
call the contad number listed. at 3 pm: fax tones; 2nd altempt on 11~1o-05 at 7:01

pm: reached ans mach: :lrd attempt on 11~13·05 at
2:16 om: fax tones.

K641026472S 11103/05 N/A .21 Voice user unable to connect to CapTe! Service 11/22105 caller has tried 10 use all available voice in numbers.
Number Each attempl results in fasl busy mdicaling misroufing

in tollfree networil;. Caller is using 711 to acees6
CapT~ captionIng SElrvice.

K64'0261673 11/08/05 N/A .29 Echo Sounds - CapTel user hear$ 11108105 Provided customer With suggestions \0 eliminate echo
and software update.

K649639272 11110/05 9246 #05 NJ customer called in to say they were using IL ReJay 11110/05 Unable to resolve the complaint because the nLlmber
and reached IL relay OPR 9246 and said caU end on is not assigned.
me. Customer service apofogized to the aJstomer and
th.8.nked the customer for letting us know. Cuslomet
would like fol1ow up via email.

K649651066 11/'4105 76'2F #05 NJ nv customer called in to say he was USttlg IL 11/14/05 This agent is no longer with the company. E·mailed
relay and CA 7612F ended the caU while' was giving the customer on 11-25-05 with the resolution.
her to leave the MSG. She hung up on me Wh~e I'm
nol finished yet The time was 12:23 PM today.

We were not given a complete e-ma~ address farCustomer service apologize to the cUlitomer.
Customer would like follow up via email. resolution. However, after anempting several

possib~iUes. the e-mails were sent bade
undeliverable, Therefore, we were unable to complete
tne folkJw-up with the customer.

K641 0263698 11117105 NiA *25 DisconnecUReconnect during calls 11/17105 Sent customer information explaining the difference
between a CapTel phone and a traditional phone.
Explained to customer why
discomectionl~nnectionmight be occurring and
sent email with tiDS to reduce their occurrence.

K649<i64172 11/17105 Unknown '22 Customer's phone number shows as restricted when , 1122105 Account Manager contacted caller to learn more
it is not a testricled number. Apologized lor the about eeuular phone plan with T·Mobile using
problem and opened TT 10747645. Follow up Sidekick II but CDuld not repro.cluce the biDing probtem.
required by Acct. Manager for- problem resolution. Account Manager contacted T-Mobile customer

service to Ieam that the caller has no restrictions after
talking with the customer via email. The caUer was

System Mesuge: Tic«el has been opened by advised to contact T-Mobife to issue lrDubte toet jf
customet for appending, but no tm has been thill boling illsue persists. Caller mentiOned that the
entered, Subtic:ket dosed by system. aoent was from IM$consin cerner but SDrirn doesn1



have a center there, So it is possible that il is
Hamilton issue and advised tum to cootad Hamilton
customer service.

KS49671855 11122105 1503F t05 Customer slales the call was cut off at 3:49 PM on 11122105 CA does remember there was posaibty one dfopped
11/22/05_ No other derail WBS provided. Apologized. call during that time 'rame but didn't remember the
No follow up. exact Lime. Reminded CA to inform TL on duty it there

are any dropped calls or calls lhat appear to ha"e
drop.,ed.

K649673255 11123105 unknown '35 Voice cell pllOne caller unable to complete calls due 11/25105 assigned to AM
10 restricted number via IL Relay problem does nol
exist with other Relay providers caller also having
problem connecting wfth an ASCII number re&iOential Technician confirmed that the caller's cellular phone
number via tL Relay out able to connect directly with has reslrictions. The problem could not .be resol"ed
ASCII equipment (ap04ogized for problem from Sprint's side. The technician has contacted T~
encauntered ad-wised e trouble tickel and complaint Mobile at the caller's request to issue a trouble ticket
woulet be entered) TT 771369 Customer expects for the billing issue.
cantaet asap from Account Manager and/or tech

K649678932 11127105 Unknown tOO IL customer called the designated number for speech 11127105 Customer service called customer back. within 5
to speech, between 10-10:30 AM on 11/27105. There minutes of his complaint. Explained unusually high
was a recording saying he'd reached the Relay taU volume. The problem was being corrected.
Center. but no operator came on the line. Apologized. Thanked customer tor taktng time 10 speak with us.
Assured customer we would check into the probfem.
CatJed customer back (as he requested). ExpJained to
cuslomer that Force Management advised there was
unusually high ca~ volume In Speech to Speech; extra
personnel were coming on. Cuslomer appreciated
knowing. Follow up requested.

lolemal Update Performed Explained to customer that Force Management
aclvised there was unusually high caU volume in
Speech to Speech; extra ooperators were coming on.
Customer thanked us for the call back.

K649687853 11/30105 1J'601F 105 This operator disconnected me. I was calling a utillty 11130105 Dec 3. at 5 pm I left the massage Dn the oostomer's
company to ask Que5fionS but the operator answer machine staling that the agent had
disconnected me. I even ask~ HELLO R U THERE experienced technical problem and apologiZed for the
a GA but there was no answer. Thanked cuslomer for inconvenience disconnection may have caused.
letting us know and informed the customer that we
would forward this to the appropriate supervisor.
Customer would like follow-up.



System Message: Ticket has been opened by
customer for appending, but no text has been
entered. Subtidel dosed by syslem.

Dec 3, at 5 pm I left the message on the customer's
answer machine stating that the agent had
experienced technical problem and apologized for the
inconvenience disconnedion may have caused.

K649691368 121l11/05 8764F '29 IL VCO user called in to SHy when her friend caDs her 12/01105 I called I/le customer on April 7 at 10:25 AM, there
through Relay the friends number is not showing up was no answer nor an answering machine.
on her caller ID. Customer is gelting (out of area),
when the can i$ nol long distance. TT 805566.
Customer service apologized to the customer and
thanked her for being patient Customer would like
follow up via email.

Reassigned complaint 10 IL AM 4/13: Called and (here was no answer.

Left a message on 51J askklg customer [0 call me ir
still having protMems.

K6"9697234 12103/05 6104 #29 It TTY caller called in to say Relay is not transmitting 12/03105 Left messages on 4n at 10:25 AM, 4/13 at 1:40 pm
the numbers of her calle~ On to her caller ID. This and 5/3 at 3:05 PM Asked the customer 10 call me if
started about 2 weeks ago. Customer Service st~l experiencing problems.
apologized to the customer and twned in TT 819647.
This also happened through another center so two
Trouble Tickets have been turned in on lhis issue.
The other TT number is 819657. Customer would like
• follow UD from the AM.

K649697194 121ll3/05 7152 #29 IL TTY caner called in to say Relay is not transmitting 12/03/05 Left messages on 4/7 at 9;40 AM. 4113 at 1:40 PM
the numbers of the her callers. This started about 2 and 5/3 a13:05 PM. Asked customer to call me if sWl
weeks ago. Customer service apologized to the having problems.
customer and turned in n number 819657. This also
happened through another center so two Tickets were
turned in lhe otherTT number;s 819647. Customer
would li1<e follow uo from I/le AM.

K6410265«58 12/11105 7638F #03 TIY QJStomer said that agent didn't follow his 12/11/05 Reassigned to appropriate center.
instructions. He gave the number to call and a
message to leave and the agent didn't leave the
message on the answering machine as he had This agent number is not in use at the time.



requested. Apologized and told him a supervisor
would follow up with the agent.

K641 0266945 12112105 2078 #02 Customer stated agent did not fonow notes in 12112105 Supervisor coached the agent 10 always follow
database staling to type at 50 wpm and 10 disable customers notes and adllis,&d the agent of
Mba code. Supervisor stated she chedc;ed the wpm consequences for not following customers notes. No
and it was at 25 and turbo code was nol di$abted. No FIV requested
FlU reQuested.

K64102694<3 12112105 unknown #29 A voice customer called to report troUble with the IL 12112105 Customer stated that she has not heard the nv
relay voice number. For two weeks she has been tones when $he makes a relay call She said all was
receilling TIV looe$ when $he dials the IL relay toll- wOrking well and thanked me for the call back,
free 800 number. Torught it took her four tries. to gel
through, $he got a "'Jer; loud. piercing" tone in her ear
and nO 8ru;wer after lhat. Apologized for
inconvenience. Tested the number and received a
lIoice operator on the first try. Opened "IT#561 809.
FollOW-UD reQuested.

K641 0276462 12115105 8889F #29 IL veo user not receiving callers 10 on their caller lO. 12115106 The technician contacted customer to figure out what
Customer Service apologized for lhe inconvenience may be causing this and he was able to fix it. AI! is
and tumed in IT 880214. Customer would like fonow working fine.
up from AM.

I spoke with the customer toda~ who shar'8d with me
that she is not receilling can.er 10 and there i'S garbling
on most of her calls,. I told her I would ched( wilh the
technical team and gel back to her on this.

K6410281919 12119105 8564 #35 Customer slates her caRer id is not sending. She liyes 12119105 Left messages on 5126 at 10:30 AM and 5131 and
3 blocks away from the veo customer. The CID unit 4:45 PM. asKing her 10 call me bac)(
shows out of area through Relay. Apologized. IT
892756 was opened. FoUow up requested.

lntemat Update Performed I spoke with lhe customer and she stated the Caller iO
i$Sue was resolved and is working fino now.

K6410801929 12120105 NiA #07 Captions lag too far behind voice 12120105 Customer shared feedbilCk regarding captioning
speed. CSFl apologized tor incidence and rhanked
customer and informed customer that the feedback
would be shared with appropriate captioning service
staff. Suggested customer documenllhe date- time-
CA #. and



K64,0286178 1VZO/05 2130F 129 TTY customer called to report that she is not receiving 1Z!20/05 Left a message an Aprif 7 for OJSlomer to contact me.
caller 10 info when receiving calls via relay. The caller
10 only says, "OuL Of Area," She said this has been
happening for approximalely a week, and tha problem Left messages on 4113 at 10:45 AM aM 5/4 at 1:00
does nol OCCUf when calls ate made directly. She PM. Asked customer to contact me jf still having
says her $isler, another TTY user, has the same problems.
problem. Apologized for inconvenience, Suggested
wing -82 to unblock calls. Opened TT#902375.
Follow·up requested.

K6410288338 12121/05 1888F ..29 2nd request on caUer 10 not working. ReS request: 05108106 Our technician called the customer to work with her
Apologized for the problem and assured thal the on resoNing her Caller ID problem. He fi)(ed it and it is
complaint would be turned in as stated. Previous now working.
Trouble Ticket turned in 12/15JOfi 880214 - this
trouble ticket 908588 Customer does request call

Iback
K6410290740 12122105 1478F '29 IL veo customer is not getting the number of the 12122105 Our techniCian called the customer on her Caller tD

person calling her through relay on her caller 10. This issue and he fi)(ed It for her.
started a couple of weeks ago. Customer service
apologized to the customer. Customer would like
follow up.

TT 912806 on this one. Previously turned in IT
88021 -4 on same customer save issue.

K6410297554 12128105 UNKNOWN .29 il veo user CIO does not receivd CID for any relay 12/28/05 Forward to corred AM for follow up.
caUs to her number. It says unavaUable for calls and
garbles agent 10 number. Apologized. explained I will
enter a trouble ticket to have the technicians k>ok into I talked with the customer today and she said that the
the issue. Entered IT 930 971 Customer does want Caller 10 is now worting via relay. She is happy she
conlact with resoluUon. can 5ee WhO is calling her.

K6410802797 12129105 N/A ..25 DlsconneetlReconnect during calls 12/29105 Apologized for incidence and sent CU6tomer
information explaining the difference between 8
CapTel phone and a traditional phone. Explained to
customer why disconnectiorv'recannection might be
occurring and sent email with tips to reduce their
occurrence.

K6410802829 12/29/05 N/A .26 Sound Quality - Static 12/29/05 Advised customer to re-locate CapTel phone to
another walt jack. Also advised altering se-t-up of
CapTel phone and testing away from other devices
plugged into multi-plex lelephone jaCk. Offered
additional suggestions and considerations for
troubleshooting



K6410JOJ245 I 12131/05 8005 #26 IL TIY customer had garbling during a call. IT
943657. Customer service apologize and turned in a
TI. Customer did not request fol/ow up, but can be
contacted If more info is needed.

12/31105 01/03/2006 07:18: Technician made a lest call wi!h
customer aM no garbling occurred on our test eal/.
Solved. Closed.

:



:.~; PUBLIC NOTICE
Federal Communications Commission
445 12th St., S.W.
Washington. D.C. 20554

News Melll.lnr_lon 202/418·0800
Intelll8t: hUp:/Iw_.Icc.gov

TTY: 1-888-831-1322

DA06-1175
Released: May 31, 2006

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES AND
TELECOMMUNICATIONS RELAY SERVlCES (TRS) PROVlDERS THAT THE

ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING TRS IS DUE
MONDAY JULY 3, 2006

CG DOCKET NO. 03-123

The Federal Communications Commission's Consumer & Governmental Affairs Bureau reminds states
and interstate telecommunications relay services (TRS) providers that they must submit their annual
consumer complaint log summaries for the 12-month period ending May 31,2006, on or before July 3,
2006.

To assist the Commission in monitoring the service quality of TRS providers, the Commission requires
state TRS programs and interstate TRS providers to maintain a log ofconsumer complaints that allege
violations ofthe federal TRS mandatory minimum standards.' State TRS programs should report all
complaints made to the state agency, as well as those made to the state's TRS provider. TRS providers
that provide interstate traditional TRS, interstate Speech-to-Speech (STS), interstate Spanish relay,
interstate captioned telephone relay, Video Relay Service (VRS), or IP Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early warning system to the
Commission of possible service quality problems. Additionally, this information allows the Commission
to determine whether a state or interstate TRS provider has appropriately addressed consumer complaints
and to spot national trends that may lend themselves to coordinated solutions. This information further
enables states to learn how other states are resolving complaints.'

Complaint log summaries should include information pertaining to complaints received between June I,
2005, and May 31, 2006. Complaint Jog summaries shall include, at a minimum, the total number of
il1terstate relay calls by type ofTRS (i.e., traditional TRS, STS, captioned telephone, IP Relay, VRS), the
number of complaints received that allege a violation of the federal TRS mandatory minimum standards,

I See Telecommunicatioltl Relay Services and Speech-tl>-Speech Servicesfar Individuals with Hearing and Speech
Disabilities, FCC DO-56, Report and Order and Further Notice ofProposed Rulomaking, 15 FCC Red 5140, a15144
5145, para. 9 (March 6, 2000) (Improved TRS Order); 47 C.F.R. §64.604<c)(I) erRS "mandatory minimum
standards" requiring filing ofconsumer complaint logs).

2 ImprovedTRSOrder, 15 FCC Red at 5190-5191, pan. 122.



the date of the complaint, the nature ofthe complaint, the date of its resolution, and an explllllation of the
resolution.'

All filiDgs must reference CG Docket No. 03·123. States IIIld interstate TRS providers who choose to
submit by paper must submit an original and four copies of each filing on or before Monday, July 3,
2006. To expedite the processing ofcomplaint log summaries, states and interstate TRS providers are
encouraged to submit IIIl additional copy to Ann: Pam Gregory, Federal Communications Commission,
Consumer & Governmental Affairs Bureau, 445 l21h Street, SW, Room 3-C417, Washington, D.C. 20554
or by email at Pam.Gregory'lllfcc.gov. States and interstate TRS providers should also submit electronic
disk copies of their complaint log summaries on a standard 3.5 inch diskette fonnatted in an IBM
compatible fonnat using Word 97 or compatible software. The diskette should be submitted in "read·
only" mode and must be clearly labeled with the State or inten;tate TRS provider name, the filing date and
captioned "Your State_Complaint Log Summary."

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight courier,
or by first-class or overnight U.S. Postal Service mail (although we continue to experience delays in
receiving U.S. Postal Service mail). The Commission's contractor will receive hand-delivered or
messenger-delivered paper filings or electronic media for the Commission's SecretaIy at 236
Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002. The filing hours at this location are
8:00 a.m. to 7:00 p.m. All hand deliveries must be held together with rubber bands or fasteners. Any
envelopes must be disposed of before entering the building. Commerciallllld electronic media sent by
ovemi8ht mail (other than U.S. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 121h Street, SW, Washington, D.C. 20554. All filings must be
addressed to the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 121h Street, SW, Room TW·B204, Washington, D.C. 20554.

The full text of this document and copies of any subsequently filed documents in this matter will be
available for public inspection and copying during regular business hours at the FCC Reference
Infonnation Center, Portals II, 445 J21h Street, SW, Room CY-A1.57, Washington, D.C. 20554. This
document and copies of subsequently filed documents in this mailer may also be purchased from the
Commission'S duplicating contractor at, PortaJs 11,445 12" Street, SW, Room CY-B402, Washington,
D.C. 20554. Customers may contact the duplicating contractor at their web site ww"".hcpiweb.~om or call
1-800-378-3160.

To request materials in accessible fonnals for people with disabilities (Braille, large print, electronic files,
audio fonnat), send an e-mail to rCC,04(li)fcc.g,ov or call the Consumer & Governmental Affairs Bureau at
(202) 418-0530 (voice), (202) 418-0432 (TTY). This Public Not/ce can also be downloaded in Word or
Portable Document Fonnat (PDF) at: http://ww.....1C~.g.ov/cgh/dro.

For further infonnation regarding this Public Notice, contact Pam Gregory, Consumer & Governmental
Affairs Bureau, Disability Rights Office (202) 418-2498 (voice), (202) 418-1169 (TTY), or e-mail
Pam,Gregorv({;llcc. gov.

-FCC-

l See 47 C.F.R. § 64.604(c)(I).
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June 26, 2007

Ms. Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12'h Street, SW, Rm. TW-B204
Washington, DC 20554

Overnight Mail: DHL

-----_ ExhibitS
Complaint Log 2006

RE: CG Docket 03-0123
Public Notice DA 07-2762
Released: June 22, 2007

Dear Ms. Dortch:

As directed in the above-mentioned Docket, enclosed please find four copies of the following:

• The State ofl11inois' Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1,2006 through May 31. 2007,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

A CD (fomnatted in IBM compatible fomnat) of the Annual Complaint Log is also enclosed.

In addition, staff of the Illinois Commerce Commission, regulatory agency of the State of Illinois
for the ITAC TRS Program, reported that no TRS or CapTel complaints elevated to that agency
from June I, 2006 through May 31, 2007.
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June 26. 2007

Please contact me if you require any additional information.

Sineerely,

~~1)
PallY Kress~
Assistant Director

ec: Emma Danielson, Illinois Account Manager, Sprint Relay (without disk)
Christy Pound, Illinois Commeree Commission, ITAC/lTAP Liaison (without disk)
Arlene Alexander, Federal Communications Commission (via electronie e-mail w/out
disk)

Enclosures: Attaehment #1: Four Copies of Annual Illinois TRS Complaint Log and CapTel
Complaint Log

1- CD of Annual TRS Complaint Log for Illinois



Complaint Tracking for IL (06/01/2006-05/31/2007). Total Customer Contacts: 125

Dale of Na1ure of Complaint Dale of Resolution Explanation of Resolution
Complaint

Resolution is pending and
ApologiZed for the problem and assured that the complaint would be tumed in

Customer stated ttlat~e could not hear her when she uses IL relay service. will be completed within the
05121/07

that her voice fades in and out on her out going calls. required 180 days
as stated. No call back requested. Trouble ticket was created. This is a known
issue and rt Is being researched.

05125/07
CA did not wait fot WeGN when given dialing number. Customer wanted to give

05125107 Team leader spoke to agent about wailing for the caller's Go Ahead
specific instructions and caJr was placed without being given instructions.

Supervisor met with agent who stated she conststenlly follows the recording

TTY customer stated operator typed, "recording playing" and did not type out
procedures and was able to demonstrate those procedures. Made three

05/14/07 05116107 unsuccessful aUempts to contact customer via ewmail to get further information
the recording and then hung up.

for a clear understanding of what happened. Closing ticket due to inability to
reach customer.

At approximately 9:30 Eastern, voice customer tried to reach deaf cousin. Agen Apologized to the customer, told her we appreciated her business and would
dialed number and voice mail ~s reached. Agent waited unlil the voice mail orward this to the ilppropriate center. Wan1s a follow up call. Agent followed
completely played out and went'back to the customer to let her know it was correct procedures by listening to the recording and making sure TTY (ones

05112107
voice mail. Customer had agent redial. Same thing hilPpened. Customer did no

05/12/07
weren't at the end of (he message due to the voice customer stating "I am calling

like this and stated it wasted her lime because the agent should have Jet her my deaf cousin." Made three unsuccessful attempts to inform the customer lha
know right away it was fhe voice maiL Customer stated she had prevIously mee the agent followed correct prOCedures; repeatedly received msg stating ~the

to tell a different supervisor (didn't gel name or ID) and the supervisor hung up subscriber you are trying to reach is not accepting incoming calls." Closing tick
on her. due to inability to mach cuslomer.

Customer stated thilt CA typed out answering madline message and senl
!several macros when he had customer noles to the effect of "do not use macro: Apologized to customer ilnd assured OJstomer that CA would be me! with

05101/07 other than ring macro" and "do not type msgtrecording at anytime unless asked." 05101107 regarding these concerns. Met with CA and coached on importance of follOWing
Customer then slated CA "talked back" saying the call was being processed customer noles.
'"according to how he was trained and to the best of his abilities."

Customer shared feedback regardIng dropped characters in the text Apologized
for fncidence and thanked customer for the feedback and suggested customer

04130/07 captions - dropped charactersJgarbled text 04/30107 document fhe date. time and CA number for more specific follow up_ Customer
also was advised to try a different phone jack Of phone cord to rule out a bad
connection.

On 4-18--2007 at approx. 9:10 AM, voice customer made a call to a TIV user
and during the call, she could not understand what the operator said, so she
asked her to repeat. The operator would not repeat the TTY text to the voice

Supervisor apologized and totd the customer this CA would be coached on
04127/07 customer. The customer also stated that the operator was rude and in a "snotty 04127/07

tone told the customer she would have to type everything back to the TIV user
protocol for repealing procedures and her rudeness. No follow up required.

and could not be involved in the conversation. Customer said other operators
have repliated tn the past and doesn't know why this one wouldn't.



Sent customer jnformation explaining the difference between a CapTet phone
04/27/07 DisconnecUReconnect during calls 04/27107 and a traditional phone. Explained to customer why disconnectionfrecannection

might occur and sent e-mail with tips to reduce occurrence.

Supervisor mel with agent who slated she asked cu~lomer tf they wanted 10
place another call and got no response. Agent stated she would never just han

Customer said that AQent hung up on her after she had given the t:amng to up on a customer. Agent demonstrated knowledge of consequences for
04118107 number. The caller would like a tollow up call; specifically, she wants agent to 04/18/07 disconnecting a customer. Agent was coached On proper disconnect procedures

apologize personally. and now understands. Made three unsuccessful attempts to follow up with
customer. There was no answering machine to leave a message on all 3
attempts. Closing ticket due to inability to reach customer.

TTY customer was upset when the CA sent "One moment please" after she Explained to customer that operator foI.lowed correct procedure. She dialed oul

dialed out a number. He said he didn't like the "One moment macro" and he
and reached a "fast bUsy" and sent the "One moment please" macro to inform

04/15107
didn't know why she was sending It. He said this practice needs to be changed

04/15107 him the outdial would be delayed while she tried tile call agarn. Assured

to indude "wh)'~ the operator is saying "One moment please."
customer his suggestion to indude the "why" with "one moment please" so that
the customer could be better informed would be documented.

Explained how the CapTel worl<s and how ltle quality ot the phone line or
04/13/07 Captions - dropped characters/garbled text 04/13107 networ1<. affects the Quality of the captions. Explained how to contact 'Me phone

company to have them check the Quality of the line,

Customer says she cannot get through to her son's local phone "!umber when Apologized for the problem and assured that the complaint would be sent irJ as
04102107 using IL relay service. She has had problems wilh this beto<e. Her caller 10 is 04110107 slaled. Call back requested. Trouble Ticket was created Updated her profile \0

not sending so as 10 get through her son's privacy manager. show Comcast as her carrier of choice.

The customer reported that the relay operator hung up on the customer at the

03/29107
onset of the call. The customer reached relay and this operator dId not respond

03/30/07 Apologized and explained the information would be reported to the appropriate
to the customer and the customer's questions, and then hung up apparentfy center. Customer did not request call back.
before the call was out-dialed.

The custome!'" reported that the retay operator hung up on the customer at the Apologize.d and explained the information would be reported to the appropriate
onset of the call. The customer reached relay and this operator did not respond center. Supel"iisor met with agent who stated she recalled several calls that

03130107 to the customer's Questions. and then apparently hung up apparently before the 03/30/07 came in on wrong line and unable to connect. SupefVi$Or coached agent on the
call was out-dialed. Apologized and explained the info will be reported to the importance of submitting a Trouble Tickel jf a problem occurs. Agent understood
appropriate cente!'". No follow up requested.

Apologized for incidence and thanked customer for the feedback and informed

03/28107 Accuracy of captions 03128107
them that information would be shared with appropriate captioning service slaff
for follow up. Suggested customer document the date, time and CA number for
more specific follow up_



03128107 Dialing Issue - Unable to dial regional BOO number 03128107
Technical Support made change allOW'ing customer to reach a regiona.l toll free
number.

Customer states that this operator had \erribte voice inflection and sounded like
a robot He also said that the operator did not handle the can well and it made Apologized for lhe probtem and assured thai a c;omplainf would be sent in as

03/26107 for a very impersooal, unnalural call, Ajlologized for the problem and assured 03127107 Istated SO Ihatthe problem would not be repeated. No call back requested.
that a complaint would be sent in as stated SO thatlhe pnoblem would not be Discussed with operator.
repeated. No call back requested.

Agent didn't follow instructions (nolle type Ans Mach) and hung up on caller
GA was terminated before supervisor could meet "";th the CA. SuperviSor callec

03109107 when the caller was talk.ing to him to clarify instructions. Caller wants apology 03/26/07
from agent..

customer and left message.

Wife is TTY user. Voice users call in on voice 800 number, wife pid<.s up and
says r am a TTY user, tt1en puts phone on cradle for TTY. then the call does no Created Trou~e Ticket; customer stated thai they figured out the problem was

03123107 go thru. Caller said TTY is near the stove and this may be part of the probtem, 03126107 the number their hearing friendS were calling and that was why they were not
also says problem is not consistent. but did happen 3 times this evening. Galler connecting with his wife. All is set He thanked me fur following up wilh him.
acknowledged problem could be from many factors. Caller wants follow up call.

Customer was talking with hislher aunt when all of a sudden there was no To1d the cusk>mer the issue would be forwarded to the agent's supervisor to fin
03/24/07 response. The operator never informed the caller if the party hung up or what 03124107 out what happened and why the agent didn't keep the customer informed.

happened. Customer feels as If the operator just hung up on and disconnected Customer did' not request a follow up call.

VCO customer was very upset that CA did not follow her instructions. She asked
him to indicate If an answering machine came on; he was to give her the "go

Met wHh CA. Who said that after the answeling machine played and the VCO
aheacr and she would leave a message the first time as this was a good friend
01 hers who was very ill and she didn't want to bother her. After the CA gave he was leaving the message. the voice person picked up the phone but was not

02125107 the -go ahead. - her fliend picked up and answered the phone while she was 03121/07 listening to the VCO's questions, Reminded CA that lhey can inform the VCO b

leaving the messalle. She felt the CA did not propeny inform her her friend was
using words in parentheses about the progress of the call (actions or sounds)

on the line and from Ihat point coukl not process the call at all. She was not
and the rest of the call (the voice person's message), even if they are not

receiving any text on her screen while her friend was talking, which the CA
answering the VCO's questions, would still be typed to the caller.

should have typed.

03121107 Dialing Issue - Unable to dial regional BOO number 03121/07 Technical Support made adjustment So CapTeJ user could successfulty make
captioned call to regional 800 numbeL



- -

Apologized for incidence and thanked c.us\omer for the feedback and informed

03116/07 Captions lag too far behind voice 03116/07 them that information would be shared with appropriate caplionlng service staff
for follow up_ Suggesled customer document the date, time and CA number for
more specific follow up,

03109107 Agent would not dial number given. 03109107 Thanked caller, and reassured the CA would be followed up with. Followed up
with agent, who did nol recall the calL Coached on proper procedures.

03105107 service· Geneml 03105107 Technical problem identified. Resolution provided by network vendor.

03105107 Service - General 03105107 Technical problem identified, Resolution provided by network vendor,

03105107 Service· General 03/05107 Technical problem identified. Resolution proVided by network vendor.

03/05107 Service· General 03105107 Technical problem identified. Resolution provided by network. vendor.

03/05107 Service - General 03105107 Technical probfem Identified. Resolution provided by network vendor.

03/05107 Service· General 03/05107 !TeChnical problem identified. Resolution provided by network vendor.

03105/07 Service - General 03/05107 Technical problem identified. Resolution provided by network vendor.

03105107 Service - General 03105107 Technical problem kjentified. Resolution provided by network vendor.

veo customer said Ule operator did n01 follow her instructions. She told the
operator if she read1ed an answering madline, not to type out the recording -

Apologized. CA thought she was following instructions; explained that with
she just wanted to leave a message. She said the operator typed (ans machine

03103107
reached), released the line and then Iold her she would redial so that she could

03103107 instructions from a VCO the intent is to leave a message the first time Ule call i

leave a message. Customer said this isn't what she wanted and the operator
dialed out. Coached on correct procedure.

was wasting her time.

IL VCO customer was very upset and said, .. This agent was disgusting and did
not know what she was doil"lg. I am furious and she needs more training. She
sent that the phone was ringing..1...2..3" and then typed (F) HELLO GA and

Apofogized to the customer and assured her thal I would pass the complainlthen conlinued to ring ...4. ..5.,,6..7•. I said heUo to my sister and never got a
03/02107

response back. I asked ff the operator was Sbll tIlere and got no response. I hac
03102107 onto Ole appropriate center. This agenl was stili in training and did receive

to call back to a different agent and When I finally spoke to my sister she said additionallraining and successfully completed the training requirements.

that the agent did announce the call was from her sister but then my sister heard
a dick and nothing. I am furious'"

08119.'06 Operator was unable to process the call effectively, 02128107
Apologized to customer. As of 1016/06, agent is no longer employed with the
company_

Apologized for incidence and thanked customer for the feedback; informed

02120107 Accuracy of captions 02121/07
them that information would be shared with appropriate captioning service staff
for follow up_ Suggested customer document the dale, lime and CA number for
more specific follow up.



Called the veo line and got through Mthin five seconds. Spoke wHh supervisor
IL veo cuslomer called lo complain that she tried to call the IL veo number she said there had been no complaints about IL Relay being inaccessible,

02116107 and 711 but both lines were busy. '"Thank God it wasn't an emergency," she 02/16107 Follow-up requesled. Spoke with customef and suggested that she lurn off her

said. "And don't try to blame it on lhe weather." TTY when experiencing garbling or do not connect with relay. She thanked me
for following up with her.

Explained to customer the differnnce between a CapTel phone and a traditional
02109/07 DisconnecVReconnect during calls 02109107 phone. Explained to customer why disconnectionlreconnection might occur and

gave tips 10 reduce occurrence.

02106107 Customer ga\le phone number and agent did not respond and hung up 02106107 CA has been terminaled due to other circumstances.

02106107 Customer gave phone number and agent did not respond and hung up 02106107
Team leader mer with this agent and coached on disconnecting. Agent did not
remember call.

!TTY customer slates they ga\le number to call but CA didn't say, "please hold,"
Team leader met with this agent. The agent believe that it took a long lime for

01122/07 01/26107
the phone to start. ringing and that's why there was nothing going acrosslhe TIY

and left screen blank. Customer didn't know if relay was still there. user's screen. Sometimes it lakes much longer for the call to start processing
than others and it is felt that this ¥laS the case. Non-agent error.

01126107
Agent was rude and didn't read numbers and tetters back when asked.

01/26107
Thanked customer for feedback and team leader coached agent on proper

Outbound voice filed complaint. procedure.

VCO calling to TIY user. TIY user could not gel properly connected to receive
Spoke to the CA who was able to correctly demonstrate the set up of a VCO to

01/26107 veo. Tried typing hello 4 times but no response. Thanked customer for 01126107
feedback. FOIWarded to correct center for foJlowup.

ITY call. The CA did not remember any details regarding this particular call.

Sent QJstomer information explaining the difference between a GapTel phone
01/22107 DisconnecVReconnect during calls 01122107 and a fraditional phone. Explained to customer Why disconnectionfreconneclion

might occur and sent e-mail with tips to reduce occurrence.

TIV customer slates that they gave number \0 dial but the CA didn't tell me 10 On 1122/07, a supervisor witnessed similar activity on this agent which lead (0
01122107 01/22107 the agent's termination that day. This agent had a history 01 similar quality of

'please hold," and just left screen blank. Didn't know if relay was still there.
service complaints.

Agent refused to provide the customer with their agent ID # and customer was

01119107
concerned that agent kept typing what they were saying. ApologiZed, customer

01/19/07
Team Leader met with this agent and coached the agent on the necessity of

has been contacted and advised !'hat agent is to type what is heard. No further always giving tne agent ID if requested.
allow-up requested.



Inbound call technical problem reported at 8: 15 am CT on 1/12/07 resulted in

01/12107 Service ~ General 01112107 increased queue times. The problem was cornpletety resolved at 10:28 am CT
by CapTel Technical Support.

Inbound call technical problem reported at 8:15 am CT on 1/12/07 resulted in
01112107 Service ~ General 01112107 increased queue times. The problem was completely resolved at 10:28 am CT

by CapTeI Technical Support.

Inbound call technical problem reported at8:15 am CT on 1112/07 resulted in

01112/07 Service - General 01112107 increased queue times. The problem was completely resolved a110:28 am CT
by CapTel Technical Support.

Customer dialed into relay snd gave phone number. ReceilJed no response from
Agent was spoken to by Team Leader about improper disconnection. Agent

01108107
agent and was disconnected. Apologized for situation.

01108/07 remembered call and did no1 disconnect on purpose. No response from inboun
so went through the disconnect procedure.

Sent customer information explaining lhe diflerence between a CapTel and a

01/05/07 OisconneetlReconneet during calls 01/05/07
traditional phone. Explained to customer Why disconoeclion/reconnection might
occur and sent e·mail with tips to reduce OCCUrrence. Suggested customer try
the CapTel on another jack in the home.

IL VCO user complains there is no way to interrupllenghly sales pitche voice
callers and suggests relay establish a procedure to enable this. APOlogized, Sent an e-mail to customer letting her know about Ihe interrupt featIJre on TTYs

01/04/07 !suggested she may want to check with the equipment manufacturer if her 01/04/07 and encouraged her 10 contact ITAC to try out the CapTel phone as it wilJ allow
machine can do this. Explained garbling may occur. Customer agreed to contac her to interrupt the hearing party at anytime.
from account manager if they wish.

IL TTY user's number is not transmitting through to his sons caller 10. Costome

01103/07
said his number is transmitting when the caN goes through a different relay

01103107
Made test calls and found that the CID was not always transmitted. Worked on

center. Cuslomer Service apologized to the customer. Created trouble ticket the sel'\'ers so that the customer's number will be sent on all calls.
Customer does not need follow up.

01/02107
Caller cannot make LD calls outside of Illinois. Apologized for problem and

01102/07
Left a message on her answering machine on 4/13 at 11:10 AM, 4/16 at 3:55

opened trouble Ucke. Follow-required for problem resolution. PM and 4/23 a14:10 PM. Customer has not called back. Case is closed.

Customer cannot access her frequently dialed list. Has talked to customer

01/01/07
service and they can see her frequent dialed list, but relay cannot. She asked k

01101107 Transfered 10 customer service for additional help. Non-agent errOf.
have it investigated asap and then asked to be transfered back to customer
service for additional help.

Customer was upset at CA for not following notes. Customer was informed thal

01/01107
it was not the CA's fault because there are no no notes posted to the customer

01/01/07 Non~agent error.
account The caller decided to call another center lo check to see it they could
see his notes. If not he will callcustomer service for help.



--

01/01/07
Caller stated they had problems connecting with relay for about a week and wa 01101/07

Team Leader informed caller that jf s/he hadn't been able to connect for a week

wondering if it was because of heavy holiday traffic. perhaps it's an eQUipment problem. Referred to customer service.

raent never put call through and hung up on caller. Would like to know why
IAgent was spoken to by Team Leader on disconnect procedures. Agent did not

01101/07 01/01107
remember the call but was having problems with calls coming in and (hen

agent hung on her. Customer would like a follow up call at 773 w 221-2584. disconnecting righl away. Team Leader called customer and explained the
possibility of technical issues.

Apologized and advised complaint WOuld be forwarded to management; no

Voice customer reported agent was rude :number dialed rang 10 times and follow up requesled. Supervisor stated voice customer was upset she could not

agent told customer there was no answer. Customer requested agent let numbe hear the phone ringing after the agent told her -phone is still ringing" and then
continue to ring. Agent said "whalever, yeah" and had an attitude when number asked for a supervisor. Supervisor told ClJstomer once the agent switched back

09120/06 continued to ring. Customer could not hear It ring as usual, and agent came 09125106 over she wouldn't be able to hear the phone ringing and agent was following

back on line and ad ...ised there was no answer. A supervisor was requested who procedures by stating "phone IS still ringing," and supervisor then offered to

was not helpful and customer did not believe the supeNisor would take any redial. Customer asked for another supervisor. Supervisor stated he was the

~teps to resolve issue. only one on duty at that time, so customer wanted to be transferred to cu5tome
service and supervisor honored that request. Agent followed COrrect procedure

Customer ~ceived recording "We're sorry your caU cannot be completed as
Apologized, assured customer a report with details would be filed and an

09121/06 dialed, please check. the number and try your call again." Customer spoke with 09/21/06
alternate follow up resource would be sought out; contact requested.Contacted

CS who provided advice that did nol resolve {he issue.
the customer on 1/10. 1f11 and 1/12, person answe~d and said it was a steel
company and that it was a wrong number.

Apologized_ Follow-up requested.Called the customer today and she stated tlla
09125106 VCO cuslomer unable to dial a specific number. 09125106 she did not have any complaints and that all was working fine. She thanked me

or calling to follow up on this_

09/29106 Caller said agent had bad attitude. Would not process information. 09129/06 Agent said the caller was very hard to understand and she didn't do anything
wrong. Apotoglzed to the customer

Sent customer information explaining the difference between a Caple! and a
10102106 Disconned/Reconnect during calls 10/02106 traditional phone. Explained to customer why disconnectionfreconnection might

occur and sent e-mail with tips to reduce occur~nce.

10/09106 Dialing Issue - Unable to dial regional BOO number 10/10/06 Technical Support made adjustment so Caple! user could successfully make
captioned call 10 regional 800 number.

Sent customer information explaining the difference between a Caplel phone
10/11/06 Disconnect/Reconnect during calls 10/11/06 and a traditional phone. Explained to customer why disconnection/reconneclion

might occur and sent e-mail with tips to reduce occurrence.

Customer complained lhat CA hung up on customer when customer ask.ed CA
10/12106 to hold on. The call look place at approximately 10:55 Eastern on Thursday 10/14/06 AgentlD not assigned 10 anybody_

evening.



Customer placed a call to a major bank's TIY number, Instructed operator not to
press any buUons and go direcUy to TIY tones. The operator pressed buUons

Foffow up Requested. Coached CA to always follow cuslomer's instructions,
for English then when customer spoke wittl a supervisor, an 10 number was not

10/15106
given. Apofogiz.ed for the situation and kept redirecting the customer to finish

Followed up with the customer and mentioned that the CA has been mel wjth

explaining the complaints. While on voice. an lP relay operator was brought on
10120106 and coached. Also addressed the issue of switching agents per customer's

the line as well as requesting to switch to nY, VCO and HCO. When attempting
request and xplained to the customer, pet" company's policy, thaI we cannot

to get the second complaint on the supervisor, the customer hung up when
switch agents.

requested 10 contact customer service directly without an relay operator.

Advised customer to make use of Volume and Tone settIngs to optimize sound

10116/06 Echo Sounds - CapTel user hears 10i16106
Quality on CapTel phone. Also advised customer how to properly hold handset
for echo reduction and of possibility of using an assistive listening device in

. conjuction with CapTel phone.

10116/06 Accuracy of captions
Customer shared feedback regarding a specific captioned call. Thanked

10/19106 customer for the feedback and noted a technical difficulty on said call was
identified and corrected. Apologized for incidence.

10124106 CaptionS' dropped characlers/garbled text 10124106
!AdviSed customer to contact telephone company to check and possib'y upgrad
!phone lme quality or to try a different phone jack.

10125106 DisconneCVReconnect during calls 10125/06
Sent customer informaUon explaining the difference between a CapTel phone
and a traditional phone. Explained to customer why disconnection/reconnection
might occur and sent a letter with tips to reduce occurrence.

10127/06 Dialing Issue - Unable to dial regional 800 number 10/27106 Technical Support made adjustment So CapTel user could successfully make
captioned call 10 regional BOO number.

10/27/06 Dialing Issue - Unable to dial regional 800 number 10/30/06 Technical Support made adjustment so CapTel user could successfully make
captioned call to regional BOO number.

10/27/06
MI Caller using IL Relay complained agent did not relay correctly which was

12/22/06
Apologized, and said supervisor would e notified; customer wants contact. Met

confusing and upseUing. with CA, and coached the CA on appropriate procedures. Called Customer but
received no answer. '

Apologized to the customer. and explained that the CA reads what;s being
typed. Cuslomer would like foUow up from the supervisor. Agent was aware of
TTY caller's statemenl!; and gave assurance that complete message was read

MI ITY user called in to complain that the CA did not give oom~ete message l!
utilizing conversational English. The clarificatlon requests from me voice party

10/30/06 caller. The party kept saying repeat repeat about three times. Customer believes 10/30/06 were directed to the TTY and were related to the purpose of the conversation.

the CA was not giving Lheir party all of the message.
The supervisor reviewing the report is confident the agent relayed the complete
message. Contacted and assured customer the agent had followed protocol wrth
relaying the com~ete message in a conversatfonal style Customer was not
convinced lhal she had received good service and fett she ended the call
because of the agent and not the questions from the outbound.



Caller cJaimed operator was rude and wants operator off her system. Caller Caller was upset after aanncauo" or t="'~Il~. C"'V'0un:::u "'0' '""""... ' 07 , ....................." ....

Slated she called relay pul a call through 10 An caller needed info on DSL. or cable company will supply info on dsl DSl it is in her area. CaUer doesn't wan

11/04106
Words relayed to caller from An rep were, "OSL is not available in your area,"

11104106
to deal with this operator anymore nor a return callan this matter.

When caller asked for more information. she kept getting same statement and
stated operator was not doing her job. repeating repeating "OSL is not availab~ Supervisor met with agent who slated she was typing exactly what the ATT
in your area." Caller was upset. representative was saying. No agent error. No follow up requested.

Il voice rostomer called to complain that agent did not follow instructions when

11107106
placing a call at 8:01 PM today and that caller had to place the call three times Ie

11107106 Agent was coached by Team Leader about following cuslomer instructions and
get the call through, Apologized (or the inconvenience. Customer did not reques if any questions, to ask for help,
oIlowup.

11/07106
Customer complained that CA did not follow instructions to hold tor a live person

11107/06
Thanked the caller for letting us know and told her the report would be sent to

when she specifically requested "blUing department." the supervisor. No follow up requested.

Voice caller calling on behalf of TIY user from business who is unable to dial LO
Apologized for problem; all information is correct in database. Opened Trouble

11116106 with carrier of choice that has been entered in COB. Customer was assured by 01102107 Ticket; customer wanls follow up ASAP, Explained to customer that this was a

supervisor and ReS thai problem resolved but pfOblems are happening again.
one-time honest mistake on the part of the agent. Made 10 test calls using all
other and had no problems. Customer was satisfied With this explanation.

il TTY customer stated the operators said they could not dial Earthlink. There
were several operators that this customer complained about. Customer said

Customer Service apologized to the customer, who wants the operator roachecs/he gave the operator a number like 1 800 earthlink and the operator said the
11117106 number had to be all numbers or was too long. Customer said the operator 11117106 on how to do these types of phone callS.Supervisor met with agent and coache

needs to be educated on how to change: this phone number into numbers. and i the agent on how to properly change 1 800 earthlink into a regular phone

the letters are more than 10, the operator should know how to put thar in to the
number, Agent understood. No folklw up requested,

[computer

IL TTY customer staled the operators eaid they could not dial Earthlink.. There
were several operators that this customer complained about. Customer said

Customer Service apoJogized to the customer. who wants the operatOf coachesIhe gave the operator a number like 1 800 earthlink and the operator said the
11/17106 number had to be all numbers or was too long. Customer said the operator 11117106 on how to 00 these types of phone calls.Supervisor met with agenl and coache

needs to be educated on how to change this phone number into numbers, and i the agent on how to properly change 1 800 earthlink into a regUlar phone

the lellers are more than 10, the operator should know how to put that in to the number. Agent understood. No follow up requested.

computer.

Il TTY customer staled the operatofs said they could not dial Earthlink. There
were several operators that this customer complained about. Customer said

Customer Service a~ogized to the customer, who wants the operator coacheslhe gave the operator a number like 1 800 earth link and rhe operator said the
11117106 number had to be all numbers or was too long. Customer said the operator 11117106 on how to do these types of phone cans.Supervisor met with agent and coache

needs to be educated on how to change this phone number Into numbers. and i the agent on how to properly change 1 800 earthlink into a regular phone

the letters are more than 10, the operator shouk1 know how to put that In 10 the
number, Agent understood. No follow up requested.

computer.

IL TTY customer slated the operators said they eculd not dial Earthlink. There
were several operators that this customer complained about. Customer said

Customer Service apologized to the customer. Who wants the operator coachec
slhe gave the operator a number like 1 800 earthlink and the operator said the

1t/17l06 number had to be all numbers or was too long. Customer said the operator .11117106 on how to 00 these types of phone calls.Supervisor met with agent and coache

needs to be educated on how to change this phone number into numbers, and i
the agent on how to proper1y change 1 BOO earthlink into a regular phone

the )etters are more than 10, the operator should know how to put that in to the
number. Agent understood. No fofJow up requesled,

computer.



IL veo customer called to say agent did not follow her database notes which
Apologil.ed for inconvenience. No fallowMup requested, Supel"t'isor met with

said "00 not type ans mach msg: caller will leave message at GA.· The agent
11/20106

typed all of l!1e recording, lI1en typed "Ans Mach Hung Up: The cuslomeroske
'1/20/06 agent and coached the agent on the importance of following aU notes in

jf he had read her database notes, and he disconnected
dalabase before processing the can. Agent understood.

VOice customer was very upset with operator. She had requested the calling
Apologized and told her wouk:l follow up immediately with the operator.

customer's name again from the operator and the operalor rudely said, '"we don't
Customer requested a call back. CA was coached. Reviewed CSI written

11/27/06 11/27/06 protocol to make sure operator was fully aware that he is able to repeat
get involved in customer conversations." She asked for a relay supervisor and

information during relay. Coached CA on friendly hefpful tone at all times with a
waited over two minutes with no response so she called back in to relay.

customers. Called customer back to Jet her know follow up had beer. completed

Sent customer information nplaining the difference l:>etween a CapTel phone
12104106 Disconnect/Reconnect during calls 12104106 and a tJadiVonal phone. Explained to customer why discoonection/reconnection

might occur amI sent e-mail with lips to reduce occurrence

Il S2S customer cannot get through to IL S2S !lumber. 877~526--6690. He Apofogized to the caller and told him the test caUs were made while he was
attempted his call al 3:30 PM CST and reached a voice relay operator. The holding, and that a Trouble Ticket would be sent to tech, Thanked him for lettin

12/05106 voice operator lransferred him to customer service. Customer sel"t'ice placed 12105106 us know, No fof/ow up requested. Got a S2S agent every lime this number (877
two test calls from the desk phone to the S2S number and reached sHence al 526-6690) was caUed. If they are fun at S2S then the calls might rlrop out to the
first then a fast busy signaL regvlar voice line.

Galler reported that her can to dleck food stamp balance was typed incorrectly.
Food stamp balance was typed, "130.45". She redialed using a different relay Thanked the caller for \etting us knOW" and told her lhe report would be sent to

12106106 operator and the amount given was typed, "140.45", so she had the operator 01/15/07 the call center supervisor. No follow up requested.Team Leader met with CA to
redial to vertty the amount and it was $140.45. The tapes of tt1e relay calls were be sure to type verbatim
axed to Customer Sel"t'ice dept and vermed.

, Customer caned in through flIir10is Relay to make a complainl about usIng Sprin Apologized to customer for inconvenience and stated the complaint would be
I? Caner stated that slhe had placed a call thsough Intemet agenl had placed forwarded on to supervisor.Supe"l"t'isor mel With agent who had no recolledion 0

12/13106 the call and the phone rang, then appeared to reach a dial tone. Caller stated it 12/13/06 anything li~e this happening. Agent stated she usually make rlOtes about
appeared the CA hung up the call. Caller asked CA to redial, then all ted on unusual caUS. Agent demonstrated knOWledge of correct procedures to lake
screen was erased and ttle caller was disconnected. when ltlere are problems with calls. No follow up requesled.

Customer service apologized to the customer and IlJrned in Trouble Ticket.
12/26/06 lL TIY customers notes not showing to the SD relay operators. 12/26106 Customer did not need follow up.Rebooted it and nOW" customer notes are

showlOg to agents.

12126/06
veo customer stated that her frequently dlated numbers have not been showing

12/26/06 Apologized. Troub~ Ticket entered. No follow*up requested Nan-agenl error.
for the last couple of days.



Voice customer was very upset He believed that the CA lied about her operato Supervisor mel with agent who slaled this definitet." wasn't her and she is

number. By the end of the conversation the supervisor had with him. he was NEVER rude to any customers. Tried to call customer and explain wilhout bem

stating operator 10 number. Customer said the operator was a completely sure of the agent number, further investigation was impossible. A young girl

12128106 ignorant African American female. He has been a relay customer for 10-15 12125/06 answered the phone, put the phone down and called out the name POC aSked

years and has never been trealed this way. He also stated that agent was rude, for (which was on the complaint) then came back to the phone slaling, "Actuall
couldn·t type righi, and seemed to not want to be at work that night. Customer you have the wrong number." Asked again there if that customer that lives (here

(wants follow up. and she said NO.

While customer was speaking to her brother via ~ay, customer asked operatOl This agent 10 number is unassigned.

12/28106
to repeal because she did not hear what the operator said and the operator 12/28106
would not repeat Operalor said. "You have to talk to your caller," and redirecte While individuar operator coachIng is not possible. the center will take care to

her. lwatch for and attend lo any concerns similar to that described by the customer

Apologized to the customer for any inCOnvenience this may have caused.
Informed lhe cus~omer that this CA will be met with and coached by the

Asked CA to dial 800 number. First time, CA misdialed the number then the
supervisor. CA explained that when this call came in. the customer notes state(

customer had her redial 5 times and said CA kept pressing buttons. CA then
VGO. nY, and Voice all use this line. The "voice" person u9ing the relay was

said. "This is CA XXXXF if no response, CA will disconnect." The whole ttme
not calling out 10 anyone who was deaf or hard of hearing. When the CA

09/13106
customer was $.Hying. "Heilo, hello." CA would: not respond except for fhe phrase

09/30/06 explained that she could not place their callihis person responded "the." were

for disconnecting and hanging up on the customer. Customer was very upset
'ust too lazy to use the VCO phone~ and to "just place the call:' The CA did dial

and wants a follow up ASAP <

out as requested but had difficulty hearing the inbound and feU that there was a
problem with the line. She did try several limes to get back to the inbound but
could not hear him. She was very frustrated herself as there seemed to be no
response from the inbound customer.

Galler reported that CA did not follow inslructions 10 get a live person on the
~ogized for the inconvenience and tokj the caller lhe report would be sent to
the call center supervisor. No follow up requested. Team Leader met with agen

09/11106 line. CA typed that the recording would not allow a live person until lhe 09111/06 who informed IttB calier that phone number was needed lo continue and caller
telephone number was entered. would not give information to agent to complete the calL Reviewed proper call

procedures with the agent.

IL S2S customer staled they had difficulties hearing the outbound caller's voice
when they place calls through S2S relay. Customer called Sorenson VRS then

Apologized for problem and entered trouble tIcket. Follow up requesled only if
requested VRS to make a three-way call to S2S wilhout announcing that VRS

09/11/06
was on the nne. Customer then requesled S2S to call outbound person on fhis

1JQJ11/06 necessary. Made test calls and watched the calls handled at each S2S station

particular call. Customer slated, however. that the volume issue has occurred
and no problems with volume occurred at any of the staUons.

when calling directly to 525 without VRS in Ihe past,

Agent did not follow customer notes re: recordings and macros. Caller felt agen
Agent was coached by Team Leader on the proper procedure for following

09108/06 was rude. Caller will fax call info to IRC headquarters to file a complaint. Did no Og/OIY06
request feedback from Sioux Falls center.

customer instructions and reading customer notes.

IL TTY customer's database not appearing when calls are processed via OH,
Apologized and created Trouble Ticket. Customer requested contact. The
customer staled that the agents in a few of the centers did not read his notes not

06108106 MN and SC Relay centers; customer spoke with supervisor at OH center who 09107106 Ito type the message from answering madlines. He has this in his profile, and it
confirmed database not available to agent customer dialing to IL Relay.

is working weH. He was satisfied.



Transferred in from IL relay service and could not read what the problem was
SPOke with the customer who said it was working fine. She asked what was the

07/13/06
because of the garbled message. RCS response: Apologized for the problem

09/07/06 best way to prevent hearing people from hanging up on her when she called
and assured that a trouble ticket would be sent in on the issue. Trouble Ticket

them. Gave her some tips. Customer was satisfied
was created. Customer would like call back when the problem is fixed.

A 911 operator contacted Customer Service stating that they receiVed a nv Apologized for the problem and turned in a trouble ticket. Follow up requested i

further inforrnationls necessary.Customer from 911 center staled that if a call i
09103106 911 relay call and the call went to the non-emergency number instead of the 09/03/06

an emergency, it should go to 217M532M 6771 (ER 911 nbr), not to trer non
emergency number.

emergency number.

II TTY customer stated agent did not follow their instructions and leave a ApologiZed for the problem. No follow up reQuested.Supervisor met with agent
08129/06 message on an anslNGring machine. ReS apologized for the problem. No foUav. 08/29/06 who did not remember this call. but was coached on the importance of keeping

up requested. customer informed. Agent understood.

08128106 Echo Sounds - capTe! user hears 08/28106 Discussed tips on how 10 reduce (he occurrence of echo with customer.

Apologized and created Trouble Ticket; no follow up requested.

08123/06
VCO customer reported probfem with Caller ID not Iransmitting Ihru specific cal

08124/06 Checked this slation and it was passing Galler 10 correctly. therefore the
centers on local calls.

problem that occurred was not althe position level Placed several calls from thE
test position and each call passed CID correctly.

Apologized for inconvenience. A trouble ticket was created. Follow~up

01lJ20/06
IL TTY customer called (0 complain that his caller 10 Is showing as "blocked"

08120/06 requested. Customer slated that he worked with a technician and discovered
when he calls other numbers. which stops his calls from going through. that an agent had put a block on his Caller 10. It was removed and is working

now. Customer was satisfied.

Sent customer information explaining the difference between a CapTel phone
08115106 DfsconnecVReconnect during calls 08/15106 and a traditional phone. Explained to customer why disconnectionlreconnection

might occur.

Gan Genter management addressed concern expressed w1lh quali(y
08114/06 AccuraCy of captions 08114/06 management team. Customer asked to report CA number to allow more direct

follow up with spedfic CA.

Apologized for incidence and Ihanked customer for the feedback and informed
08102106 Accuracy of captions 08102106 them thai information would be shared willl appropriate captioning service staff

for follow up

08102106 Gaptlons Lag too far behiM voice 08102/06
Apologized (or incidence and thanked customer for the feedback and informed
them that information would be shared with appropriate captioning service staff.



Explained lo customer hCM CapTel service generates captioning and how to

08102/06 Captions lag too far behind voice 08102106 document and report problematic captioning back to our Gall Genter for Quality
control

FoilowMup requested by phone and also an apology letter mailed out Team
l'\t about 3:36 AM, voice customer called inlo relay to dial8QO TTY number. Leader met with agent and reviewed proper cal! procedures wiUl agent. who

07/28106 According to the customer. the CA heard the recording and announced thal 07128/06 understood. Tearn Leader contacted customer and got the customer's father.

there was not a TTY at that number and then hung up Explained and apofogized for the complaint. Customer's father said that a letter
was not necessary.

TTY customer stated agent did not feflow instructions. A call was placed to his
Supervisor apologized for the inconvenience arid assured this would be
forwarded to appropriate 5vpervi50r. No lollow up requested,Team Leader met

07/26/06 mom and the agent gave lhe mom control of the call and did not follow 07126106
with agent to review proper calt processing procedures. She is aware that she

customer's instnJctions.
should try to follow customer instrUdions whenever possible.

ApologiZed for incidence and sent customer information explaining the

07/17/06 DisconnecUReconned during calls 07/17/06 difference between a CapTel phone and a traditional phone. Explained to
customer why disconnection/reconneclion might occur and sent e-mail with tips
to reduce occurrence.

Apologized, and said supervisor would follow up with agent; customer wanted
07113106 TTY user complains agent did not give accurate information during her call. 07/13106 contact. This agent 10 number is currenlly unassigned. Attempted to follow up

!With customer three times unsuccessfully. so ticket is dosed.

07108106
IL TIV customer complained that agent transferred her to Customer Service

07/08106 Apologized to the customer. No follow~up requested. Agent was coached on thE
without asking 10 be transferred. importance of not making decisions on any calls, Agent understood.

Apologized to (he cuslomer. No follow-up requested. Spoke with agenl who saie
At 6 AM ahe TIY customer said that he gave a number for the CA to dial and the call was placed and then instantly ttle red banner appeared and lhen it

07/03/06 that it was not dialed out. Afso asked if the CA was still on the line and there was 07103106 seems to be frozen for a couple seconds. Agent then attempted 10 request the
no answer. Apologized to the customer. No follow-up requested. supervisor but l!ten the line got disconnected. Supervisor On Duty was unable to

record such event.

Apologized to the customer. No follow-up requested. This was the agent who

At 6 AM, the TTY customer said that he gave a number for the CA to dial and took lhe call when the customer asked for a superviSor. The cornputer screen

07/03/06 that it was not dialed out. Also asked if the CA was still on the line and there was 07103106 indicates the lime as 6;03 AM. Upon askirlg the customer when this inddent
occurred, the customer stated that it occurred at e"aclly 6 AM and proVided

nO answ-er.
three agent lOs (this agent being one of the three). Followed up with .genl who
stated that she was on a different call at the lime.

At 6 AM, the TT'( customer said that he gave a number for the CA to dial and Apologized to rhe customer. No fonow-up requested. Agent stated that she had
07/03106 that it was nol d~~ out. Also asked if the CA was still on the line and there was 07103106 several calls where TTY/ASC(t was no1 detected and went through ASCII search

no answer. twice with no response.



06129106 Dialing Issue - Unable to djaj regional 800 number 06l29J()6 Provided CapTel technical support with equivalent loll number to program in
system to allow customer to successfully dial regional loll free number.

TTY cJa~med agent hung up on caller due 10 difficulties getting through to the
Spoke to operator and reminded her of the penalties of disconnecting on a calL

06125106 06125/06 She is an extremely good operatOf. She stated that she has never diso:mnecte<
number the caller had provided.

any customer.

CA mistyped caller's message, did not correct mistake. When asked by TTY Apologized to the customer and reassured the complaint woulrJ be looked into.

06124106
!What caller had said, CA. then asked for clarification of message but still did not 0024106

Followwup requested. Agent was coached by Team Leader on call processing
correct mistake. Then caller questioned CA about what was relayed and the CJ. procedure. Also coached on ramifications of disconnecting a calt. CA did not
hung up on \he caller. remember call but apologized for hanging up if he did.

Sent customer information explaining tl)e difference between a CapTel phone

06122106 DiscoonecVReconnect dUring calls 06122106 and a traditional phone. Explained to customer why disconnection/reconnection
might occur and sent e-mail with lips to reduce occurrence.

Apologized fOf incidence and sent customer information eXplaining the

06114106 DisconnecVReconnect during calls 06121106 difference between a CapTel phone and a traditional phone. Explained to
customer why disconnectionJreconnection might occur and sent e-mail W!11l tips
to reduce occurrence.

06120/06
Agent was unprofessional. not paying attention to what outbound was saying. 06120106 There Is no agent with that 10.
typing slOWly. and sounded liraj.

Explained to the customer that the agent was correct in following proper

At 8:36 AM, cus\omer stated that agent did not keep him/her informed of the
procedure when the outbound line got disconnected while the agent was

06112106
gender of the outbound caller and requested a review of his call on the screen.

06112106 announcing re4ay, Ihus the agent was unable to type the voice person's greetin
SO the agent was unable to identify the gender of the voice person. Then
attempted to redirect the caller to place a call. No foUow up necessary.

Customer slaled lI1at he placed a call into Relay III at apprOXimately 12:10 PM
Apologized to the customer for the inconvenience this may have caused ana

and got an agent ihe calling to number was provided and the ag6nt did not
assured him that this would be forwarded to appropriate supervisor for a follow

06107106 listen (the customef did not elaborate upon request). He then prOVided the same 06107/06
up, No follow'up necessary. Team Leader met with agent who did not remember

number and in retum he received a text word in a form of a ~r word. He felt tha

it was uncalled ror.
call. Discussed the imporlance of superior customer servil."'e. Agent understood.




